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ICT in the Public Sector. International Benchmark 2002
MANAGEMENT SUMMARY
In the context of the Dutch Digital Delta, the ICT benchmark was carried out for a second time. It
showed how the Netherlands is at the forefront in the ICT sector in international terms. The
benchmark study to hand describes the progress and performance of the Netherlands in the field of
ICT in the public sector (subsequently: e-Government). The Netherlands’ ambitions in this respect
were worked out further in the ‘Actieplan Elektronische Overheid’ (Electronic Government Action
Plan) (1999) and the ‘Contract met de Toekomst’ (Contract with the Future) (2000). The aim of this
benchmark was to use secondary sources to create as good a picture as possible of the state of affairs
of e-Government in the Netherlands and its position with respect to other countries in the benchmark.
The other countries are Australia, Canada, Finland, France, Germany, Japan, Singapore, Sweden, the
United Kingdom, and the United States.
It is important first of all to get the context of the investigation into focus. There is little comparative
source material about e-Government available. International surveys usually restrict themselves to the
provision of electronic services. Nevertheless, in order to be able to give a full picture, qualitative
country surveys have been carried out and the outputs from various sources have been pieced together
where possible. Hard figures are therefore lacking, but the benchmark gives a good indication of the
positions of the different countries. The survey collected data on the six subjects (angles) of eGovernment, namely:
− Policy and administration
− Preconditions
− Service provision to citizens
− Service provision to businesses
− Internal functioning of the government
− E-democracy
These subjects or angles are not independent of each other. It is important to have the various subjects
active simultaneously and to take advantage of their mutual interaction. In this way, the e-Government
flywheel can be brought into motion.
Overall picture
The Netherlands is not one of the international leaders in ICT in the public sector, although the target
of 25% service provision at the end of 2001 was achieved. All benchmark countries have developed
policy in the area of e-Government in the meantime. The fact that the Netherlands began developing
policy relatively early has not yielded a leading position. The picture from the previous ICT
benchmark remains unchanged as a result.
The Netherlands scores above average among the reference countries on service provision to the
citizen and e-Democracy. Below average scores were found mainly for subjects such as policy and
administration, preconditions, service provision to businesses and the internal functioning of the
government
There is a clear, broad leading group, containing countries such as Canada, Singapore, the US and
Australia and - closer to home - Finland and Sweden. Interaction and transactions via channels such as
the Internet are becoming increasingly possible in these countries, while the government in the
Netherlands still tends use its Internet sites to provide information. In Finland, and to a lesser extent in
Sweden, the link between front office and back office is well designed, with clear standardisation
agreements, functioning databases as 'foundation' to service provision, electronic signatures, and even
proactive service provision in a few places.
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Policy and administration
This subject examined the formulated objectives and their progress, policy spending on programmes
aimed at e-Government and the administration and organisational support for the policy. It also
examined a number of policy-shaping themes, such as public private partnership.
Among the benchmark countries, the Netherlands scored below average on policy and administration.
Policy and administration
The Netherlands
Singapore

Germany

Canada

Finland

Australia

Sweden
United States

France

Japan
United Kingdom

One positive aspect is that policy in the Netherlands is directed at the full breadth of e-Government,
such as openness, participation and service provision. In other countries, targets are generally only
formulated in terms of the provision of services. There is little attention paid across the board to use or
the effects of use (impact).
Another positive point is that the Netherlands has set a quantifiable and measurable target for
electronic service provision, which it has already achieved. This target is applicable to various levels
of government, whereas policy in most other countries is concerned mainly with national or
comparable levels.
As far as publications in the field of e-Government are concerned, it is difficult to give a proper
indication, as no unambiguous and comparable figures are available. Based on the ratio between
overall ICT spending and specific budgets for e-Government, spending in the Netherlands appears to
be lagging behind other countries such as Sweden and Finland.
Administration and policy management vary considerably in the different countries. There is talk in
the Netherlands of co-operation from within the Ministry of the Interior, in which the autonomy of the
other control layers and the independence of the other ministries in the field of information policy has
to be taken into account. There is talk in the United Kingdom and France of a central function within
the Prime Minister’s department (e-Envoy and Commissariat du Plan). Supervision in Canada and
Finland is through their ministries of finance. It seems that countries with a strong management or co
ordination function are making more progress in the fields of standardisation and infrastructure.
The picture with respect to policy management and administration is not actually different from what
it was two years ago, when it was noted that most countries in the leading group had set up special
government-wide organisations or had appointed officials to realise e-Government ambitions.
The Netherlands has indeed put a lot more effort into the management of e-Government recently,
including setting up the ICTU (the Dutch organization for ICT and Government) and management
committees, but collaboration is still mainly on a voluntary basis and not from an explicit mandate that
links to the existing management culture.
Dialogic/ZenC/Argitek
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Finally, private public partnership in the development of e-Government was examined. This has been
given substance particularly in the Anglo-Saxon countries and Singapore. In the US for example,
government portals have been completely subcontracted to companies. The other countries, including
the Netherlands, have generally been more reticent here.
Preconditions
This subject examined issues such as Internet penetration, electronic identification, privacy and the
presence of governments on the Internet. These aspects have been included in this survey because they
are of importance in the development of e-Government. They mainly deal with matters such as access,
the confidence of citizens in e-Government and the opportunity for reliable communication with the
government.
Among the benchmark countries, the Netherlands scores below average on preconditions.
Preconditions
The Netherlands
Singapore

Germany

Canada

Finland

Australia

Sweden
United States

France

Japan
United Kingdom

One of the Netherlands' strengths is the high Internet penetration among households. This was
addressed in Pillar A. The same is true of penetration among businesses, even though the differences
between the benchmark countries are smaller here. The amount of Internet penetration provides an
enormous boost for the development of e-Government. The demand from society may stimulate the
provision of electronic services. In addition, the direct relevance of electronic service provision is
greater because the usage figures are very probably higher.
A number of matters with respect to electronic identification have not yet been settled in the
Netherlands. First, the legislation for electronic signatures had not yet been adopted by both
parliamentary chambers at the time of the survey. Legislation has been already adopted in nearly all
other countries. Secondly, there is no central government-rated Certification Authority (CA). This is
an organisation that, as the highest-placed authority in the hierarchy, grants other authorities the power
to issue certificates for electronic signatures. There are other countries that have not sorted this out yet
in any case (France, US and Sweden). Finally, the Netherlands does not have unique company
registration numbers. Countries such as the US, Canada, Sweden and Finland are ahead in this respect.
In the previous survey, the only precondition item examined was Public Key Infrastructure (PKI). The
conclusion then was that the Netherlands was bringing up the rear. There is still a shortfall where this
specific point is concerned, but the survey was conducted at an unfavourable moment. If the Eerste
Kamer (Upper House) agrees to the proposal and the central government-rated Certification Authority
is appointed, there will no longer be a shortfall on this point. The front office service provision will
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have to be linked to these infrastructural facilities, but other countries have not progressed very far on
this point either.
There is little current data available regarding the presence of governments on the Internet.
The Netherlands seems - particularly at a local level - to have begun developing a broad range of
government websites later than other countries. Considerable lost ground has now been made up here.
Service provision to citizens
In most international e-Government comparisons, only electronic service provision has been
examined. The primary focus here was the electronic services provided on the Internet, without
making a distinction between their relative importance, or the extent to which services were already on
offer proactively (such as Child Benefit in the Netherlands). More consideration was given in this
benchmark to additional aspects such as the use and integration of services. Closer attention was paid
to a number of specific services, such as tax returns, registration of births, vehicle registration and
notification of change of address. This showed that the Netherlands scored well on the subject of
service provision to citizens. The Netherlands is one of the leaders here, alongside countries like
Singapore, Finland, Sweden and Canada.
Service provision to citizens
The Netherlands
Singapore

Germany

Canada

Finland

Australia

Sweden
United States

France

Japan
United Kingdom

One of the Netherlands' strengths is its use of government information and services. This bears a
relation to the high Internet penetration. Where the specific services surveyed are concerned, the
Netherlands stands out clearly with respect to income tax. With 70% of returns submitted
electronically, the Netherlands is a leader. This counts heavily in the assessment because it is a high
frequency service that is of interest to a lot of citizens. Another strength is the surveying of citizens'
opinions. Aside from the question of what is actually done with these opinions, it can be an enormous
incentive for renewing and improving service provision.
The Netherlands' weaknesses are the penetration of the provision of electronic services (see Figure 18)
and the degree of interaction between these services. This is also shown in the benchmark the
European Commission carried out.
Best practice
Canada: lost wallet (canada.gc.ca/cdns/wallet)
Lost wallet is a service for citizens that was set up to cope with a real life event or a problem situation.
If you lose your wallet (or if it is stolen), you can report its loss to several places at once via a central
point, in case you lose your ID card, passport, senior citizen’s pass, driving licence or health card at
the same time. This facility specialises in just this sort of situation: the bringing together of services,
information and links from all sorts of potentially relevant government organisations.
Dialogic/ZenC/Argitek
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A comparison with the 2000 benchmark is difficult because a more precise distinction is now being
made between service provision to the citizen and service provision to the business sector, and because
additional aspects have been looked at. Two years ago, Dutch experience with actual interactive
electronic service provision was found to be limited to a number of authorities at national level and a
number of large municipalities. This picture has not changed. Moreover, there is still a considerable
difference in the extent of electronic service provision between the national and other government
levels. Steady progress in service provision of can be deduced from national surveys.
Service provision to businesses
The extent of interaction and use for a number of specific services, namely VAT returns, customs
declarations and e-Procurement, was examined in this subject. The presence of a front office for
business was also included in the analysis.
Although the Netherlands may be a leader in service provision to its citizens, it clearly lags behind in
service provision to businesses. This is noteworthy because service provision to businesses has first
priority in many countries, because there are more transactions there and there is more profit to be
made.
Service provision to businesses
The Netherlands
Singapore

Germany

Canada

Finland

Australia

Sweden
United States

France

Japan
United Kingdom

In terms of specific services, electronic VAT returns and e-Procurement are underdeveloped. It is not
possible at present to submit electronic VAT returns via the Internet in the Netherlands. This leaves
the Netherlands, together with Japan, lagging behind most other countries. Work is currently in
progress in the Netherlands on an electronic solution, however. Service provision to customs is
noteworthy as a strong point. EDI electronic solutions have been used here for a long time. Most
countries are in the process of switching over to Internet systems at the moment.
The Netherlands is behind where e-Procurement is concerned. Each department at national level has
its own approach. An action plan must ensure a common approach, including working towards an
electronic marketplace. Another weakness is the lack of a national front office for business. The
Netherlands is still in the pilot phase here, whereas other countries have already had integrated service
provision to businesses operational for some time.
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Best practice
Australia: Business Entry Point (business.gov.au)
This is the single point of entry for businesses in their interaction with the government. Using the
Australian Business Number (ABN), links to business information in the back offices of government
organisations are possible. A next step is the Business Authentication Framework project (BAF),
which is intended as a mid-office solution for all government organisations that have to deal with
businesses as clients and in this way can share information and collaborate with each other in their
service provision.
The front office for businesses provides the following services, among others:
- applying for a company number
- applying for licences
- e-Procurement: tenders and contracts
- the transaction manager
This last facility is a resource to support business interaction with the authorities at all three levels
(various government layers).
A business will get its own page where all the information entered is saved for later use.

Finland: Broker service for accounting reports (www.tyvi.org) Businesses can use the TYVI system to
send electronic accounting reports (such as taxes, social insurance contributions, etc.) to government
institutions. TYVI also has modules that can automatically search ERP and HRM packages, generate
the necessary information and then send it electronically to the authority responsible. No people are
involved. A quartet of commercial brokers manages the network. Businesses pay the broker a fee and
the government pays the broker based on the volume of data generated. Approximately 50,000
businesses use TYVI.
Internal government functioning
E-government expects the construction of a common information infrastructure for vertical and
horizontal integration. The presence of a central portal, e-Forms, an intranet between authorities,
authentication recording, secure message traffic and standardisation have all been examined. The
presence of a portal is important here because it is often consulted for use by officials.
With respect to the point of the internal functioning of the government, the Netherlands was shown in
the previous survey to have solid average performance. With the use of new indicators, the
Netherlands has dropped with respect to this item in the survey from this position to below average.
Internal government functioning
The Netherlands

Singapore

Germany

Canada

Finland

Australia

France

Sweden

Japan

United States
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One of its strengths is the policy aimed at authentic registries (program for streamlining basic
information). A number of databases in the Netherlands (e.g. GBA, the Municipal Personal Records
Database) have been well developed, with positive effects on the quality of service provision being
visible. The Netherlands is running behind Sweden and Finland where this point is concerned, where
basic databases have been common property for some time. Moreover, the exchange of information
between government organisations is easier in Sweden and Finland thanks to the use of a unique
identifying personal number. There is no unique number in the Netherlands that can be used for all
government services, however.
Another weakness is the fact that there is no central policy for standardisation (as with XML, for
example). There are no central arrangements within the government for a single authority to monitor
technical standards, the standardisation of terms and semantics, communication protocols, etc.
Standardisation is per government domain. This makes exchange between government institutions
more difficult. In the area of open standards, Australia, Canada and the UK appear to be leading with
an 'Interoperability Framework'.
There are no central facilities for e-Forms in the other countries. This may be seen as a weakness, but
in some countries it is no more than window dressing, with forms being provided but little attention
being paid to the link with the back office.
Finally, each country now does have a central government portal, with links to the various government
organisations. Levels of ambition and functionalities differ greatly in terms of, among other things, the
underlying information and services, question and answer-based access to information, search options
and interactivity. No deeper investigation was carried out in this respect. More and more websites are
being set up as a result of questions arising from real life events.
Best practice
Singapore ECitizen portal (ecitizen.gov.sg)
The ECitizen portal is the central access point for government service provision to citizens. The portal
has a gateway to life events and fourteen 'towns'. The towns are responsible for topics such as health,
housing and the like. Behind the portal are 540 e-Services from more than 54 government
organisations.
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e-Democracy
Policy assumptions with respect to public access to government information, parliamentarians with a
website, interactive policy-making and the availability of and access to legislation and regulations and
policy information were looked at in this point. The Netherlands scored above average on eDemocracy.
e-Democracy
The Netherlands
Singapore

Germany

Canada

Finland

-

Australia

Sweden
United States

France

Japan
United Kingdom

One of the strengths of the Netherlands' position is the amount of attention paid to public access to
government information. The Netherlands has formulated an explicit policy intention: that by the end
of 2005 100% of public authorities will meet the minimum guidelines for democratic basic
information.
Public access to information is not as strongly anchored in the Dutch administration culture as in
Sweden, but there is no tradition of reticence as there is in France and Germany. Actual transparency
should become evident from the extent to which the government actively makes information available
electronically. All basic legislation is available on the Internet, which also applies to most other
countries, but the Netherlands has regulated availability and gratis access relatively well.
Another strength is that the Netherlands is actively making a start on interaction via the Internet.
Canada and the United Kingdom have also placed a lot of emphasis on a responsive government. In
the Netherlands, substance has been given to this by the setting up of an expertise centre (Xpin) and
the provision of subsidies to municipalities. Only Canada has an explicit policy on this point, in the
form of a guideline for online consultation.
Finally, a minus point in the Netherlands is the small number of parliamentarians with their own
website. A website can be used by politicians to spread a political message via an additional media
channel or to get feedback from the populace. The use of this is now widely appreciated in the US.
Only France scores lower than the Netherlands on this point.
Compared with two years ago, there has been no significant shift in position on e-Democracy
compared with the other countries. The conclusion from the 2000 ICT benchmark was: “In the
Netherlands, as abroad, a start has been made on consulting citizens on policy-making”. It is also
stated (but not in a comparative sense) that the Dutch government is making good use of the Internet
to make information accessible. The present conclusion is that the Netherlands scores above average
with respect to e-Democracy, this being based on a larger number of indicators.
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Summary table of strong and weak points for the Netherlands
Strong

Weak

Policy and administration
Target of 25% e-Service provision achieved;
Management;
Targets across the full breadth of the eInvolvement of politics in the subject;
Government’s domain;
PPP: relatively weak (the government is not
Measuring progress
playing a strong directing part in this)
Preconditions
Internet penetration among households
Electronic signature not yet operational and no
central government-rated CA (certification
authority) has been appointed;
No unique company registration;
Late development of the provision of government
sites
Service provision to citizens
Use (on line contact with the government);
Penetration of electronic services (provision);
Income tax: 70% electronic;
Stage of development (degree of maturity) of
Surveying citizens' opinions and wishes
electronic services: the emphasis is on
information provision;
Integrated service provision is falling behind.
Service provision to businesses
Customs: 93% electronic
Penetration of electronic services (provision) in
total;
VAT and e-Procurement;
Stage of development (degree of maturity) of
electronic services:
Integrated service provision is falling behind: No
national front office for businesses
Internal government functioning
Streamlining basic data
Access to electronic forms
Standardisation
e-Democracy
Active use of the Internet by parliamentarians;
General policy regarding public access to
Systematic access (and metadating) of
information and policy information oriented
government and policy information
towards full transparency;
A great deal of experience with interactive policy
making;
The online availability of legislation and
regulations is good and is accessible free of charge
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1. Introduction, purpose of the study and the approach followed
1.1. Introduction
E-government is a topic that is high on the agenda in several countries. Expectations are high with
respect to the promise of e-Government. The quality of service provision would increase, transparent
government would be created and there would be fewer front offices. This transformation would
eventually lead to the appearance of an entirely different kind of government, which would be in a
better position to carry out public tasks to the satisfaction of all the relevant target groups.
Recommendations have been made, plans presented and targets formulated in the Netherlands as well,
to keep the country in line with the tempo of its people as far as e-Government is concerned.
Widespread policy production and a multiplicity of programmes and plans of action can be seen across
the entire range.
By publishing the memorandum De Digitale Delta in June 19991, the Cabinet indicated how it wants
to encourage businesses, citizens and the government itself to make better use of the facilities offered
by ICT. Existing and new policy initiatives have been included in an integrated policy plan as a result.
As well as the various activities such as those classified under the five pillars of the Digital Delta, it
has been stated that an ICT benchmark will be developed. This shows how the Netherlands is at the
forefront in the ICT sector in international terms. This will provide feedback to the policy objectives
laid down and to the degree to which the policy efforts made will have contributed to these objectives.
An initial measurement (benchmark) in the framework of an ICT benchmark took place in 2000. Two
years later we are ready for a new round, in which the balance sheet for the claims of the Netherlands
in e-Government among others, will have to be drawn up.
The present benchmark study is primarily an international policy comparison. We are assessing the
progress and performance of the Netherlands against the background of developments in other
countries. In order to get an idea of developments and performance, eleven country studies have been
carried out. (see Appendix 1, the country reports). In addition, we have compared the Netherlands
(with itself) through time. We have attempted to show what progress was made with respect to the
previous datum year. Finally, we wish to make statements against the background of the targets
formulated. In other words, were the ambitions and resolutions satisfied?
In the first chapter, we will deal with the questions put, the definition of our subject, and the way of
working. In the section below, we consider the purpose of the study and the intended results. We then
describe our conceptual model (Section 1.3) and define the frequently-used terminology (Section 1.4).
The method used and the underlying subjects and indicators are examined in Section 1.5. There then
follows a brief consideration of methodological questions (Section 1.6). Finally, we look at a number
of existing measurements of the e-Government phenomenon and draw some conclusions about the
position of the Netherlands.
1.2. The purpose of this study
Measuring can be carried out in two ways: absolute and relative. With absolute measurement, initial
thoughts are of hard figures containing unambiguous information, such as a stage winner's time in the
Tour de France. It is also interesting and instructive to see how others, such as the numbers two and
three in the main pack, score on the same stage. It then becomes clear how far the stage winner was
ahead of the competition. At the same time, competitors can see how well the winner rode and, if they
look further, why this was so. Comparing measurements and learning lessons from them is called
benchmarking. The benchmarking of organisations (governments) can be shown in the following
definition:

1

Ministerie van Economische Zaken [Ministry of Economic Affairs] and others (1999).
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“Benchmarking is the systematic investigation of the performance and underlying processes and ways
of working of one or more leading reference organisations in a particular field and the comparison of
one's own performance and working methods with these ‘best practices’, with the aim of ranking and
improving one's own performance”’2. These elements of benchmarking gain additional emphasis if
measurement is repeated regularly, because the relative progress compared with others and with
respect to previous periods becomes clear. A country can, it is true, have made progress in absolute
terms, but can at the same time be outperformed by other countries.
This benchmark is intended to show the state of affairs regarding development and penetration of ICT
in the public sector in a number of countries. It concerns the state of the art of the development of eGovernment. The purpose of the ICT benchmark (all pillars) is to show the position of the Netherlands
in the field of ICT compared with a number of leading countries.
Types of measurement: Effects (impact), use (intensity) and preconditions (readiness)
What would you ideally like to measure where encouraging e-Government policy development is
concerned? In that case, as a researcher, you’d like to comment on the effects of policy efforts and
new developments. You’d then have to look into what the e-Government target groups (citizens and
businesses as well as people within the government itself) are experiencing as regards gains and
convenience (we’ll leave enjoyment out of consideration for the time being). What benefits in time
and efficiency are being realised? What cost savings are being made? What additional involvement of
citizens in decision-making is to be found? What quality of service provision (preferably integrated, of
course) is being attained? In short, what added value is being achieved? It is irrelevant for these target
groups whether the added value is being achieved by electronic means or not. They want the problem
to be solved, and are primarily interested in an intelligent (proactive, thinking along, integrated, etc.)
government (and not directly in an e-Government). We call these statements at the effect level impact
indicators. Unfortunately, these impact indicators have been systematically investigated virtually
nowhere.
With a step down in the level of ambition, we can look for measurement data that say something about
the use (or better: the intensity of use) of services and processes that are developed along electronic
lines. This involves research questions such as: what use are citizens and businesses making of
specific electronic services? To what extent does the government use ICT in the context of interactive
policy-making? etc. We call these indicators intensity indicators. Unfortunately, only very sporadic
source material is available for these aspects. This means that we find visitor numbers for government
websites only as rare exceptions.
What is possible at this point in the development of e-Government is investigation into its
preconditions. Preconditions can thereby be split into those aspects that lie directly in the sphere of
influence of e-Government policy and the preconditions that lie more within the information society in
a general sense. The latter aspect concerns preconditions such as Internet penetration, public attitudes,
citizens’ ICT skills, provisions for privacy and security and the available electronic infrastructure. We
call these preconditions readiness indicators. We shall refer regularly to this distinction in the types
of measurement. The figure below shows this division into three against the background of a diffusion
curve of innovations.

2

Camp (1989).
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Figure 1 Dynamic perspective: e-Government as an innovation or diffusion process
1.3. Coherence of indicators: conceptual model
We stated in the introduction that no robust and accurately determined measuring tool is available.
Lists of indicators have been set up in various places, which - taken together - do form the beginning
of a measuring tool. The real insight into the mutual coherence of the indicators is lacking, however.
To take a step in that direction, we have worked out a ‘total view’ of subjects, indicators and
explanatory variables in the form of a flywheel. The flywheel shows what has to be done in order to
develop the field of e-Government further.

Dialogic/ZenC/Argitek

17

ICT in the Public Sector. International Benchmark 2002

Figure 2 The e-Government flywheel
The preconditions for an e-Government in the outer ring of the figure include the extent of internet
penetration among relevant target groups, their confidence in electronic transactions (security and
privacy) and governments’ possibility to determine the identity and authenticity of the (potential) user
in a virtual environment. Inside the flywheel, various subjects have been named that together give a
picture of the development (the degree of maturity) of e-Government. These subjects can be regarded
as pieces of the puzzle and therefore have a close mutual coherence. We have chosen policy and the
manner of administration as the starting point. Policy has a partial effect on the preconditions, but also
provides for new applications within the government - which in turn create conditions for external
service provision. Within the government, not only must new technology be introduced and
information provision and exchange be optimised, but changes to working processes and
organisational structures also have to be addressed. We call this business process reengineering the
government’s ‘innovation and transformation’. It involves, for example, collaboration between
government institutions to achieve integrated service provision. This organisational change is scarcely
visible - let alone measurable - as yet, but it nevertheless has to be given a central position within the
conceptual model and, as a result, within the measuring tool. When citizens have experienced new
forms of service provision and have become familiar with new possibilities for interaction, the need
for involvement in the shaping of policy and decision-making (e-Democracy) will also increase. The
topic of e-Democracy also involves openness of government information and other matters that
contribute to the transparency of the government machine. This aspect of e-Government is considered
of major importance, especially by citizens. If these segments in the flywheel fulfil their tasks, this
will lead to the effects (customer satisfaction, gains in efficiency, reductions in the administrative
burden, etc.) we mentioned above under impact indicators, and these will in turn lead to a new cycle of
policy and administration.
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1.4. Definition and clarification of concepts
Definition of e-Government
We talk of an e-Government as a government organisation for its public tasks - and behind it its
working procedures, service provision and interaction with citizens and the business world - using
ICT, which it uses to link the new media with the old3. It therefore involves the working procedures
(including internal ones), service provision (including external) and the information provision of
government institutions that have been developed via open and/or closed electronic networks.
ICT in the public sector: more than just applications related to the Internet
ICT is a wide-ranging concept. The computer is at its heart. Infrastructures and network services link
computers with each other. The concept of ICT also covers all sorts of information and
communication services, whether or not they include audio and video technology. In this analysis, ICT
is used in the widest sense of the term, namely: all technologies with which information - data, text,
pictures and sound - can be stored, processed and presented/represented, and all communication
technologies4. ICT is more than just the Internet. Within the subject of e-Government, there are also
significant developments in closed networks (such as Electronic Data Interchange (EDI) for the tax
authorities and customs) and in services and platforms not related to the Internet (mobile
communications, smartcards, etc.).
Players and relationships
The concept of e-Government can also be described in terms of the players involved. These are the
players G (the government), E (employees), B (businesses) and C (citizens or customers).
−

−
−
−

G-C and G-B are primarily the front office function, in other words the government’s performance
function with respect to the citizen and business target groups. (In addition, C-G could be
distinguished so that the subject of e-Democracy can be positioned).
B-G is mainly to do with purchasing (e-Procurement), where the government operates in effect as
a party in the market;
G-E is about applications for government employees (as are to be found on intranets, etc.);
G-G concerns primarily the exchange of information between governments and public
organisations, and the streamlining of processes. In terms of the conceptual model (the flywheel),
this is about internal organisation.

What is noteworthy is that this classification into players and their relationships becomes all the more
prominent in various countries’ e-Government policies (see Singapore and the US, for example). This
also happened in the Netherlands with the previous measurement for the ICT benchmark: G-G and G
E came together in the internal functioning of the government, B-G could be found under the heading
of example working, and G-C and G-B came under external service provision.

3

By and large we can regard everything around the Internet as new media. The old media then make up classic
computerisation, as has been used by the government since the end of the fifties.
4
Hanssen, L. and Holland, C. (1999)
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Figure 3 The three components of e-Government
1.5. The approach taken
We took the following approach. We took the available source material for a number of countries in
the form of a list of indicators, based on the e-Government flywheel as a conceptual model. Listed
below are the countries we researched, which sources turned out to be available, and how we worked
the subjects out in terms of indicators (concrete measuring tool).
The benchmark countries
The countries in the benchmark were the same ones as were included in the ICT benchmark in 2000.
The following countries were involved:
− Australia
− Canada
− Finland
− France
− Germany
− Japan
− The Netherlands
− Singapore
− Sweden
− United Kingdom
− United States
Available sources
The aim for this benchmark was to use secondary sources to create as accurate a picture as possible in
the benchmark of e-Government in the Netherlands and its position with respect to other countries.
Taking the turnaround time into consideration, it was not the intention to answer the questions by
means of new or our own research. The use of secondary sources offers facilities in terms of the
breadth of the study, but at the same time imposes restrictions on the depth of research. By using
secondary sources, a great deal of information can be uncovered and processed in a short time (see for
this the list of sources, among others). Secondary sources also bear the limitation that the information
desired is not always to hand. Because the source material that was to hand during the analysis had too
few things in common (especially where internationally-comparable quantitative studies were
concerned - see also Section 1.7), additional research in the form of eleven country studies was
undertaken. We wanted answers to the following questions:
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−
−
−
−

What are e-Government’s most important targets?
To what extent have e-Government’s targets been achieved in the countries investigated?
What are the most important building blocks in the development of e-Government?
What is the state of affairs in the countries investigated with respect to the development and
progress of the building blocks?

Attention was also paid in the country studies to context descriptions that are part of the explanation
for differences in development. These involve matters such as management structure, institutional
context, distribution of authority and the policy philosophy behind e-Government.
Elaborating subjects in indicators
We have translated the subjects from the conceptual model in Section 1.3 into underlying indicators
where possible. The list of indicators (i.e. our measuring tool) is as follows:
Subject 1. Policy and administration:
- Policy targets and progress;
- Budget;
- Management and organisational support;
- Relevant legislation and regulations;
- Policy with respect to public private partnership.
te http://www.ukonline.gov.uk. The initial version of the neholds
Subject 2. Preconditions
- Internet penetration among households
- Internet penetration among businesses
- Electronic signature (citizens and businesses)
- Privacy
- Percentage of government institution websites
Subject 3. Service provision to citizens
- Penetration of electronic service provision
- Degree of maturity of advancement (level of sophistication) of the service provision
- Use of electronic service provision (four specific services were focussed on here)
- Integrated service provision and examples thereof
Subject 4. Service provision to businesses
- Penetration of electronic service provision
- Degree of maturity (level of sophistication) of the service provision
- Use of electronic service provision (four specific services were focussed on here)
- Integrated service provision and examples thereof
Subject 5. Internal government functioning
- Quality of provision: - presence of government portal, product catalogue, electronic forms
- Solutions chosen for identification/authentication (PKI on the part of the government)
- Streamlining basic data
- Intranet between government institutions
- Policy with respect to standardisation.
Subject 6. e-Democracy
- Policy with respect to openness
- Percentage of parliamentarians with a website
- Policy with respect to ICT in policy development
- Access to legislation and regulations on the Internet
- Access to policy information on the Internet
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Subject 7. Output/impact
- Effects of electronic service provision to citizens (customer satisfaction)
- Effects of electronic service provision to businesses (reduction in the administrative burden)
- Gains in efficiency and increased productivity within the government
This is the wish list with which we began our search for the relevant source material. Making these
indicators operational has been worked out in Appendix 2 (the methodological appendix). Looking
into the available sources showed that source material was not available for all subjects and indicators.
It is therefore not possible to comment on the level of impact or the effect of electronic service
provision. To the extent they are available internationally, these subjects are still playing a subordinate
role in the measurements. For this reason, Subject 7 has been left out of the report. We have
nevertheless been able to consider the impact indicators and output measurements, insofar as they
were available, in the country reports and in discussing the other subjects.
1.6. A number of methodological comments
In the first place, a comment has to be made concerning the units analysed, namely at the country
level. It would be more logical to compare regions or large urban areas. It is worth commenting on
comparing the Netherlands with countries the size of Canada, the US and Australia. Comparison with
a state or a province would be more obvious. Singapore, for example, has more the nature of a large
city or small region than of a national state. There are also wide differences between the regions of
large countries. The US and Australia have very progressive regions as well as conservative ones
when it comes to developing e-Government. How much sense does it then make to talk about ‘the
country’ of the US or Australia? This problem is methodologically insoluble, given the availability of
sources. This variation has to be taken into account when interpreting the results.
The second comment is in connection with the incorrect identification of the concept of e-Government
with the Internet channel. This occurs in many sources and not uncommonly leads to major
measurement errors. Closed networks (EDI) and standalone applications can also be important. It
makes sense to look ‘behind the site’ to see how service provision is actually progressing. How
worthwhile is it for someone to be able to obtain an extract from the Register of Births, Marriages and
Deaths via the Internet if they have to wait for two months and go to a service window to fetch it? In
the end, it’s all about the efficiency and intelligence of the entire system for producing services, and
not just the presence (or attractiveness) of the Internet as a presentation layer. We have attempted in
this benchmark to look behind the site, for instance by investigating concrete services.
This brings us to the next point. The really intelligent solutions are not easily visible, and are therefore
difficult to measure. Technology plays less of a leading part here, and it is more about organisational
and process adaptation. Consider, for instance, child benefit, which in the Netherlands was initially
administered by a separate organisation, and was later provided as a proactive service via a link to the
GBA (Municipal Personal Records Database) (you don’t have to ask for it, it’s provided if you’re
entitled to it). Some more examples (and subtle distinctions): More intelligent than electronic forms is
a direct link to files, such as is intended in the Elektronische Heerendiensten [Electronic Compulsory
Labour] project in the Netherlands. Fewer services (or integrated service provision) could well be
better and more efficient for the target groups than the provision of a large number of electronic
services (which could be partially overlapping). People would rather have a total solution than many
partial solutions. Cleverer than the one-stop-shop principle is the no-front-office concept, in which
knowledge about the customer (data in a register) can be converted (without interaction) into a value
added service. ‘Intelligent’ records that ensure that large amounts of data do not have to be requested
separately or that make possible the re-use of data (supplied once only) are, of course, superior in
terms of efficiency and reducing the administrative burden, but are not easily visible and are difficult
to measure. We have tried to make this visible by analysing concrete services as well.
A fourth comment has to do with the fact that there are several parties involved in determining the
demand for e-Government. This applies in particular to the infrastructure for e-Government (such as
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ISPs and broadband suppliers) as well as to service providers in the field of payment traffic (banks),
security and so forth. It is also possible that market parties, such as certification authorities, will be
brought in to perform public tasks (or some of them). When this has been accomplished successfully,
will it be attributable to the government (or the e-Government) or not? It doesn’t matter to the target
group - be it citizens, businessmen, or employees of other official bodies - because they will evaluate
only the results. We have investigated in this research (in the country studies) whether PPP
constructions have been used. Insofar as public activities have been carried out by private
organisations in the form of a PPP, we have considered that to be part of e-Government.
A fifth comment concerns the timing of the moment of measurement. The turnaround time for
traditional investigation (intensive desk and field research) is, in principle, too long to depict in a
reliable manner those areas of investigation that are undergoing major changes. Relevant
developments that occur just after a calibration point will only be included in the next moment (in
2004 in the case of the ICT benchmark). The only way to give a solid description of the situation at a
particular moment is by looking logically at the actual state of affairs, not by just estimating what will
happen in the future. A resolution that has not yet been turned into concrete action does not yet exist,
regardless of whether it will happen tomorrow or in three hundred years’ time. This means therefore
that large discontinuities (a law coming into force in the autumn of 2000) sometimes fall between two
stools. We have drawn a fairly strict distinction here: if there were no concrete implementation results
to report, but legislation and/or policy was still being worked on, it was not included. That turns out to
be somewhat disadvantageous for the Netherlands: in this way, the Netherlands scores poorly for
preconditions because electronic signature and the rated CA5 have not yet been arranged (the proposal
is with the Upper House or is at the tendering stage).
The following comment is in connection with statements about the results or performance of an eGovernment. We have mentioned impact indicators that have to say something about matters such as
gains in efficiency and reducing the administrative burden. An awkward point here is that we do not
have proper zero-point measurements and primarily do not have a calibrated tool that is sensitive to
the differences in the starting positions of the countries in the benchmark. If country A has a very
efficient service provision process, the added value of efforts in the field of e-Government will be
relatively limited. If country B has relatively inefficient working processes, it will be possible to take a
major step forwards comparatively simply with electronic service provision. In other words: a 50%
gain in efficiency in country B will not necessarily be better than a 10% gain in country A - it depends
on the starting point. There is no adequate solution to this. Benchmarking will become more
meaningful the more frequently the benchmark is repeated over time. Not just the mutual relationship
itself, but the shift in mutual relationships in time is mainly of interest.
Finally: Obvious measurement errors can also occur if a country’s structure (the degree of
centralisation, for example) and culture (the general amount of confidence that citizens have in the
government) are not sufficiently taken into account. We have therefore given a brief outline in the
country study of the administrative culture and structure, so that additional information is available to
enable interpretation of the results of the benchmark.
1.7. Available benchmark studies and the position of the Netherlands in them
When measuring the e-Government phenomenon, we do not have to start at zero. We came up against
a number of existing e-Government benchmarks in our source research. International organisations
such as the European Union and the United Nations (and shortly the OECD) are attempting to map out
how far their member countries have progressed in bringing about the development of e-Government.
Market research bureaux and consultants (such as Gartner and Accenture) have drawn up league tables
of countries with respect to this subject with some regularity. For this report, we have looked at the
usability of the underlying material for our purpose (in this case the list of indicators in Section 1.5).
5

A rated CA can be regulated by the government (central government-rated CA) as well as by a third party to be
appointed by the government.
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We have established that most of the existing benchmarks are somewhat one-sided because there has
only been superficial examination of a small number of specific elements on the outside (and
especially: not behind the site). Welcome exceptions to this rule are the Benchmarking electronic
service delivery studies (2000, 2002) from the Office of the e-Envoy in the United Kingdom6.
Unfortunately, there will not be a follow-up to this report in 2003. The Office is busy, however, with a
new scheme, but it is still not clear at the moment what this will look like.
For this report, a number of benchmark-studies that have been much quoted internationally were
examined. The following comparative studies are involved here7:
− Accenture (2002), eGovernment Leadership – Realising the Vision;
− CID/Harvard University (2001), The Networked Readiness Index;
− Cap Gemini Ernst & Young (2002), Web-Based Survey on Electronic Public Services, results of
the second measurement: April 2002; Gartner/IMD (2001), E-Government in the EU: An Unlikely
Gold Rush;
− UN/DPEPA (2001), Benchmarking E-Government: A Global Perspective.
These are five different studies that measured the overall performance of countries in e-Government.
The ranking of the countries is based on indices put together from different separate indicators. The set
of indicators is different for each study, as are the method of scoring, the weightings applied, etc. If the
studies are combined to give a total score, this yields an indication of external validity:
if totally different types of measurement arrive at comparable results, the greater the supposed
reliability of the aggregate score. In contrast, large differences between the separate final scores
indicate a less solid result.
Figure 4 shows an overview of 23 countries, ranked in order of their aggregated total scores - the
square points in the middle of the vertical bars. The length of these bars is a measure of the difference
(standard deviation) between the separate final scores, and is therefore a measure of the reliability of
the specific measurement.

6

Central IT Unit (July 2000) and Office of the e-Envoy (July 2002).
Accenture (April 2002); Kirkman G.S.,C.A. Osorio & J.D. Sachs (2002) (A.K.A.: CID/Harvard University
(2001)); Cap Gemini Ernst & Young (2002); Di Maio, A. (2001) (A.K.A.: Gartner/IMD (2001)); UN/DPEPA
(2001).
7
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Figure 4 Average e-Government score (square) and variation in this per country as a result of
combining various e-Government investigations
In general, the differences between the studies are considerable - The United Kingdom is the only
country with a robust total score. The necessary caution should be observed with respect to the final
scores and the ranking shown in Table 1.
Table 1 Scenario: Average Scores
1
2
3
4
5
6
7
8

9
10

11

Singapore
United States
Canada
Sweden
Finland
Denmark
Australia
Ireland
United Kingdom
Norway
The Netherlands
New Zealand
Brazil
Germany
France
Spain
Belgium
Portugal
Japan
Malaysia
Italy
Mexico
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rank
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20
21
22

range
(1-2)
(1-2)
(3-5)
(3-6)
(3-6)
(4-8)
(7-8)
(7-10)
(5-11)
(9-12)
(9-12)
(10-12)
(13-15)
(13-15)
(14-16)
(14-17)
(16-17)
(18-19)
(18-21)
(20-21)
(19-22)
(20-23)

score
88
87
77
76
75
75
68
63
61
56
55
52
40
39
39
37
31
24
21
20
20
15
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23

(22-23)

2
© Dialogic/Zenc (2002)

In the list of 23 reference countries, the Netherlands is to be found in 11th place, and in 8th place in the
group of 11 benchmark countries. This is the ranking based on the average scores from Figure 4.
If the countries are ranked according to their maximum and minimum scores (the top and bottom of
the vertical bars), other sequences could possibly be obtained. The ‘range’ variable shows the places
yielded by the least and most favourable scenarios.
In the next part, we examine how the Netherlands relates to the other countries in the benchmark,
using our own measuring tool. This uses scores in an ordinal scale, based on the preponderant
qualitative information from the country studies. Appendix 2 examines further the method of
allocating scores used by the research team. At the end of this methodological appendix, we examine
the correlation between our findings and the average scores from the benchmark studies just referred
to.

Dialogic/ZenC/Argitek

26

ICT in the Public Sector. International Benchmark 2002

2. Policy and administration with respect to e-Government
2.1. Introduction
In this chapter, we want to draw up the balance sheet for policy efforts in the field of e-Government in
the eleven benchmark countries. It involves formulated targets and their progress, the policy
expenditure on specific programmes oriented towards e-Government, planning and organisational
support for the policy and a short exploration of a number of subjects in the field of regulation and
preconditions (e-Governance). In this chapter, we are trying to depict the difference in approach
between different countries, to position the Netherlands with respect to a number of aspects (where
relevant) and to learn from experience in other countries.
2.2. Targets and progress
An obvious comparison between the benchmark countries is in the formulated level of ambition, the
types of targets and the degree of progress that has been achieved. We have laid out the most
important aims and achievements in the table below.
Table 2 Aims and progress of e-Government policy
the
Netherlands

Australia
Canada

Finland
France

Germany
Japan
Singapore

Target (national, unless otherwise specified)
1. 25% service provision at central and
decentralised levels before the end of 2002
2. 75% service provision at central and
decentralised levels before the end of 2006
3. 15% interactive policy in policy-making
institutions in 2002, and 100% in 2006
4. all municipalities online in 2002
5. 25% less administrative burden in 20069
6. 10% increase in productivity of implementing
services
7. 5 million e-ID cards in 2006
All administrative transactions suitable for ESD
online in 2001
1. All major government services fully online in
2004
2. 10% more customer satisfaction in 2005

Status8
Partly formulated

Measurement
Achieved 85%

Unchanged

Achieved

Unchanged

A significant proportion of all forms and requests
would have to be dealt with electronically in 2001
All authorities accessible for services and
documents in 2000

Unchanged

Biennial
measurement of
customer
satisfaction
-

All administrative transactions suitable for ESD
online in 2005
The most progressive e-Government in fiscal year
2005
1. Transforming Singapore into an advanced

New

Unchanged

Achieved by
means of
Service-Public
portal
-

New
Partly formulated

85% in fiscal

8

With respect to the 2002 ICT benchmark
This objective will not only be supported by the ICT effort, but could also be achieved by, for example,
simplifying regulations.
9
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Sweden
UK

US

information society
2. 100% electronic service provision in fiscal
year 2002
No specific e-Government targets. Modernising
the government is a target.
100% electronic service provision in 2005

Public access to government services and
documents in 2003. Facility for submitting forms
electronically.

year 2001

Unchanged
Unchanged

42% in 2000
73% expected
in 200210

Unchanged

E-government: means or end?
What is noticeable at first glance is that the most aims have been formulated at the level of means.
Ambitions have been formulated preponderantly at the point of provision of services and information and thus at the point of readiness indicators and not of use (intensity) or the effects of use (impact).
The use of technology (the electronic channel) is actually raised to the level of strategy. This is
precisely the picture we observed in the initial phases of e-Business: presence on the Internet as an
independent objective. The previous table was also concerned primarily with realising a certain
provision of electronic services and of information. Only in the case of Canada (increased customer
satisfaction) and the Netherlands (reducing the administrative burden and increasing the productivity
of work) can objectives be found that have something to do with the expected results of eGovernment.
Measuring progress?
A second noteworthy point is that although all sorts of ambitions have been formulated, most of them
have no associated measurement of progress. Measurement is relevant because it provides feedback
about the goals set and can boost implementation and new policy (“what gets measured, gets done”).
Many immeasurable goals have been formulated. This is a questionable point if we call to mind a
well-known saying by Peter Drucker: “If you can’t measure it, you can’t manage it”. Progress
measurements have been made in the Netherlands (with respect to the penetration of electronic service
provision), the United Kingdom, Canada, Australia and Singapore. It is true that the United States is
not mentioned in the table where progress measurement is concerned, but there is strong emphasis on
performance measurement. This item crops up in the country study of the US: every investment in eGovernment must be recovered, and so the costs and benefits are examined closely.
The Netherlands: new ambitions!
The measurements the Netherlands has carried out on the target of 25% electronic service provision
(as expressed in the memorandum De Digitale Delta11) have shown that this has been achieved12. In
the meantime, the level of ambition has been reformulated and brought up to date. The Netherlands
has formulated objectives13 for three aspects of e-Government:
Accessibility:

All municipalities will have a website by the end of 2002
100% of public authorities will meet the minimum guidelines regarding
democratic basic information by the end of 2005.

10

Office of the e-Envoy (July 2002).
Ministerie van Economische Zaken and others (1999).
12
Advies.overheid.nl: public service provision 25% electronically, measurement of electronic service provision
(2002).
13
Tweede Kamer der Staten Generaal [Lower Chamber of the States General], chamber document 28000 VII,
meeting year 2001-2002, Begroting van het Ministerie van Binnenlandse Zaken en Koninkrijksrelaties 2002
[Budget of the Ministry of Internal Affairs and State Relations 2002].
11
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Service provision:
Participation:

It will have to be possible for at least 25% of the total public service provision
to be carried out electronically by the end of 2002.
15% of public policy-making bodies will have a website with interactive
policy instruments by the end of 2002.

Broader objectives
As far as administrative policy is concerned, the Netherlands shows an integrated approach - which
thus goes further than just the government’s front office function. The various countries’ targets show
the difference in administrative philosophy with respect to the subject of e-Government. Thus in
Sweden the emphasis is on modernising the government, Canada is concerned mainly with the citizen
as a customer and with increasing customer satisfaction and the United States lays considerable stress
on reducing bureaucracy and on improving efficiency within the government. The differences in
administrative philosophy can be explained by the deep underlying cultural differences (the tradition
of openness in Sweden, strong belief in the market in the United States, etc.).
2.3. Budget
We do not have unambiguous and comparable data available regarding the spending of public funds
on developing e-Government. Spending on e-Government is often not a separate budget item, but is
part of various budget items in different government organisations. Known specific expenditure or
planned investment for specific stimulation programmes is shown in the following table. (Table 3)
Table 3 Expenditure on specific stimulation programmes at national level
Australia
Canada
Finland
France

Germany
Japan

Programme/project
1. business portals
2. stimulation fund for local initiatives
GOL
No specific e-Government programmes
1. Programme d’Action Gouvernementale pour la
Société Informatique
2. Internet activities
3. Training officials
Bund Online programme 2002-2006
ICT budget in fiscal year 2001

The
Modernising GBA (Municipal Personal Records
Netherland Database)
s
Biometry and electronic identification
Public sector budget information policy (2002)
Singapore Singapore One (Broadband and e-Citizen)
e-Government action plan
InfoComm Development Authority of Singapore
(IDA)
Sweden
No specific e-Government programmes.
UK
Budget for online presence 2001-2004
US
E-government fund (federal)

Budget and Period
1. A$ 10-20 million.
2. A$ 50 million.
$600 million 2002-2005
1. € 1.37 billion 1998-2001
2. € 0.84 million
3. € 90 million
€ 1.65 billion
1196 billion yen (€ 10.27 billion )
2001
€ 1.8 million
€ 5 million
€ 82.1 million
US$ 3 billion
US$ 825 million 2000-2002
S$150 million per annum

€ 1.53 billion
$ 100 million (for 2002-2004)

The budgets available in the Netherlands appear at first glance to be conservative. Calculated per
annum and per capita, the Netherlands achieves a deserved fourth place. Only in France and the
United Kingdom, and most of all in Singapore, has more money been reserved for developing eGovernment (Figure 514). The distinction applies to the US (and to Germany to a lesser degree) that
14

Singapore spends as much as €138 per capita - a factor 15 times as high as the no. 2, the United Kingdom. The
values differ so widely that they cannot be shown together properly in a graph.
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only federal government budgets have been examined. Expenditure by states, which could be
significant, has not been included in these figures.
Specific encouragement programmes
(per capita per annum, in euros)

Total annual IT expenditure
(per capita, in euros)
300
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Figure 5 Government per capita expenditure on stimulation programmes and IT
It cannot be deduced just like that from the extent of specific budgets, which are sometimes limited,
what the supposed interest of a particular country is in ICT and/or e-Government. A figure that is
probably more suitable for mutual comparison is each country’s total ICT expenditure in the public
sector, normalised by dividing by the GNP or the number of inhabitants. Finland and Sweden, two
countries that, as far as is known, have not set up specific stimulation programmes score actually very
highly here. The Netherlands and France are once again among the leaders here. Apart from that,
estimates of total ICT expenditure vary widely (see Table 4). An additional problem is that the
proportion devoted specifically to e-Government cannot be deduced from the total ICT expenditure.
Only Kable Limited (2001)15 shows this proportion, but only for a limited number of European
countries. A normalised estimate of expenditure on e-Government can be shown for these countries.
Table 4 Estimated total government expenditure on IT
Estimated total annual government IT
expenditure (€ million)

EITO
(2001)
Australia
n/a
Canada
n/a
Germany
5,494
641
Finland
France
5,137
Japan
n/a
The Netherlands 1,499
UK
6,033
US
n/a
Sweden
1,439

E-gov spend
Kable
as % of total annual
1
IDC (2001) (2000/2001) IT expenditure
2,408
n/a
n/a
1,849
n/a
n/a
8,804
13,313
(28%)
946
1,500
(46%)
8,637
10,006
(29%)
13,883
n/a
n/a
2,954
2,942
(35%)
7,020
12,118
(36%)
33,261
n/a
n/a
2,222
2,540
(49%)

Total
annual IT
spend as
2
% GNP
(0.43%)
(0.19%)
(0.40%)
(0.66%)
(0.57%)
(0.39%)
(0.69%)
(0.42%)
(0.30%)
(0.83%)

Total
annual E-gov
spend as
2
% GNP
n/a
n/a
(0.116%)
(0.330%)
(0.150%)
n/a
(0.198%)
(0.182%)
n/a
(0.379%)

Adapted by Dialogic/Zenc (2002)
1
2

15

Split based on estimates by Kable Limited (2000/2001)
IDC estimates (2001) based on total IT expenditure.

Kable Limited (2001/2002).
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The figures in Table 4 cast a somewhat different light on the intended high specific reserves in the
United Kingdom, France and Germany. In terms of the total annual expenditure on e-Government as a
percentage of GNP, all three of these countries lag behind the Netherlands. The Scandinavian
countries (in this case Finland and Sweden) spend significantly more than the other countries. It is
therefore noticeable that the countries that have relatively high total IT expenditure also spend a
relatively high proportion on e-Government16. Seen in this light, the latter type of expenditure in the
Netherlands is somewhat less than would be expected based on the ratio of total IT expenditure to eGovernment expenditure we have seen in other countries (see Figure 6)

(% GNP)
(0.9%)
(0.8%)
(0.7%)
(0.6%)
(0.5%)
(0.4%)
(0.3%)
(0.2%)
(0.1%)
(0.0%)

Total IT
Total E-gov

Swe

NL

Fin

F

Au

UK

G

Jpn

US

Can

© 2002 Dialogic / Zenc

Figure 6 Spending on IT and e-Government as % van GNP

16

Further consideration of the data from EITO (2002), in which the distinction between the aforementioned
categories G-C, G-B and G-G is also made, shows that there is a strong correlation - at least for the full set of EU
member states, except for Germany and Luxembourg - between total IT and G-G expenditure. In other words:
countries with a comparatively high IT expenditure spend a comparatively high proportion in the G-G category.
This would have the effect of a learning curve countries that are comparatively advanced with e-Government
spend a relatively large amount on internal functioning.
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2.4. Management and organisational support
It can be increasingly seen that the subject of e-Government is getting central support in the shape of a
co-ordinating agency (NOIE in Australia and IDA in Singapore, for example), a central function
within the prime minister’s department (the e-Envoy in the United Kingdom and the Commissariat du
Plan in France) or a place in a ministry of finance (the US, Canada and Finland). Less rigid
management can be seen in countries such as Germany, the Netherlands and Japan (co-ordination via
the Ministry of Internal Affairs) and Sweden (via the Statskontoret, an advisory body outside the
government that is oriented towards modernising it).
The impression we have retained from the country studies is that the subject of e-Government benefits
form an emphatic management function. This management function can be seen mainly in the AngloSaxon countries and in Singapore. It has mostly been laid down in a political mandate and it translates
for example into authority or joint authority over specific budgets for the subject of e-Government.
There are also countries with a less clear-cut management function that are nevertheless relatively far
advanced in developing e-Government (especially the Scandinavian countries). These countries have
the advantage of a management culture that is oriented towards collaboration and the collective, which
can be found in a joint approach to, for example, major ICT Projects. The management culture in the
Netherlands has a different tradition. Autonomy between management levels (consider the relative
autonomy of municipalities with respect to the state) and even within layers of management (think
about the fact that each department can shape its own ICT policy) has, as it were, held back attempts at
harmonisation and the central management of ICT projects. The Netherlands has, it is true, clearly
made more effort with respect to management of the subject of e-Government (through bundling
projects in ICTU - the Dutch organization for ICT and Government -, management committees and the
like), but there is only limited talk of an effective management function at the moment. Collaboration
takes place mostly on a voluntary basis, and not by being based on an explicit mandate oriented
towards central co-ordination.
Management does not have to mean that it is prescribed in one location what all areas of policy will
be. We see in Canada, the United Kingdom and Australia, for example, that plans are drawn up in each
department to arrive at a plan cycle in each area of policy for revamping the provision of services and
information. This emphasis on the different departments having individual responsibility can also be
found in Finland and Sweden. This individual responsibility in departments and implementing
organisations exists in the Netherlands as well, but does not lead to a systematic approach to
departmental ICT projects. The central systematic approach is the most strongly developed in
Singapore, where an extremely rigid process of five-year plans is used - a process that is laid down at
the highest level and subsequently becomes a guiding principle for the entire apparatus of government.
Another element in management (in addition to responsibility and budget responsibility) is
harmonising and co-ordinating information policy and ICT. Just as the position of a CIO (Chief
Information Officer) has been recognised in the business world for some considerable time, this is now
happening in a number of places in government. A CIO position has been set up in the US (CIO
Council), Canada (CIO Branch) and Singapore (IDA), and this has a beneficial effect in the fields of
standardisation, information policy and the development of an ICT infrastructure. The back office in
particular has benefited from a scalable, reliable and effective ICT infrastructure and from the
standardisation of the technical infrastructure, working procedures and especially data building blocks
and the semantics of concepts.
In addition to the classification of policy areas, we can also see a classification of policy activities
being created for players and relationships (G-G, G-B, etc.) as points of support for e-Government
policy. This approach can be seen in the US and Singapore. It makes it clear that there are different
orientations in policy: internal government functions (G-G), the government as a market party (B-G)
and service provision to citizens (G-C) and businesses (G-B).
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2.5. A number of subjects in the spotlight
Relevant legislation and regulations
The country studies show a picture of wide-scale policy production in shaping a legal framework that
meets the requirements of the information age. The fact that legislation has been drawn up or is under
development means little as yet (see methodological comments). What it does involve is how
legislation and regulations are experienced in practice (as a restriction on or as a stimulus for
electronic traffic) and what facilities are already operational - especially in the area of digital
signatures and what are called Certification Authorities. How legislation and regulations are
experienced has been investigated in the context of the study for the World Competitiveness Report
(2002)17. A large group of experts in the various benchmark countries was asked to what extent
legislation and regulations were constraining or supportive in the development and application of
technology. We could use this as an approach (proxy variable) for the legal framework for eGovernment. The Netherlands has an average score here. Finland and Singapore are the leaders here
(in the sense that their legislation and regulations support technological developments), followed by
Canada, the US and Sweden. France, Japan, Germany and the United Kingdom have low scores on
this item. The country studies for the latter two countries (especially Germany) do show a large degree
of mistrust on the part of citizens with respect to sending personal details across the Internet.
Considering the extremely low use of electronic transactions on government sites in Germany, this
could indeed be an inhibiting factor in the further development of e-Government. This question clearly
plays a lesser role in the Netherlands.
A comparable question was asked about the security of electronic traffic (data security). Secure
message traffic is a precondition for electronic transactions - as well as for transactions with the
government. Questions were not asked specifically about applications in the field of e-Government,
but the responses are expressive for that field. The experts were asked whether secure message traffic
has been regulated properly (‘sufficiently enforced’). We can see here that the Netherlands has a
relatively favourable starting point. We are in third place, behind Finland (top scorer) and Canada. The
United Kingdom, France and Japan are at the end of the list here as well. The following figure shows
the summary.

9
8
Development and
application of
technology

7
6

Data security

5
4
Fin

Can NL Si

Swe G

Au
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F

Jpn
0 = constrained by law
10 = supported by law

Source: World Competitiveness Yearbook 2002

Figure 7 Extent in each country to which messages and message traffic is properly regulated,
according to experts

17

IMD (2002).
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Public Private Partnership (PPP)
The subject of public private partnership is not an immediate precondition for e-Government, but in
the development of public electronic services can certainly be accelerated when the market sector’s
knowledge and experience can be used. The countries studied can be split into two camps with respect
to policy. The Anglo-Saxon countries and Singapore are generous proponents of involving the market
sector. That could be quite extensive. In the US, for example, government portals have been fully
contracted out to businesses, and the business world in Singapore is allowed to play a full part in
discussions about the aims and activities regarding e-Government aims and activities. The remaining
(European) countries emphasise the difference between public service provision and commercial
activities, and are generally more reticent. This does not have to mean, of course, that developments in
the area of e-Government are progressing more slowly. In France, which has from time immemorial
been strongly domineering, a decisive central government has managed to achieve considerable
progress in certain areas (government web presence, for example) in a short time. In the Netherlands,
the extent of PPP varies according to the area of government18, and there is no question of an explicit
policy on e-Government and PPP.
2.6. Conclusions and the position of the Netherlands
The Netherlands has formulated objectives for various aspects of the concept of e-Government
(openness, participation and service provision). There is less of this integrated approach in other
countries. Targets are generally only formulated there in terms of the provision of services. The use of
technology (the Internet) is raised to the level of strategy. Little attention has been paid across the
board (in any country) to use or the effects of use - but this is closely connected with the development
phase of e-Government.
The Netherlands has a relatively high score when it comes to ICT expenditure. It is difficult to state
what the specific expenditure on e-Government is (this is not gathered together systematically and is
often spread amongst a large number of departments and organisations), but does appear to be behind
that of other countries when we examine the ratio between total ICT expenditure and specific budgets.
One weak point in the Netherlands compared with other countries is management in the field of eGovernment. Support is less centralised than is the case in other countries (at the level of the prime
minister’s department or the ministry of finance). It should be taken into account though that the
Netherlands has a management culture that appears not to see eye to eye with central management and
administration. There also appears to be a question of lower priority on the political agenda for the
subject of e-Government in comparison with other countries, which is demonstrated by, among other
things, scant political debate about it. The lack of a CIO position (as can be seen in, inter alia, the US,
Canada and Singapore) means that other mechanisms (such as voluntary collaboration) will have to be
found for achieving standardisation and a common ICT infrastructure. The strong point in the
Netherlands is that attention is being paid to measure the goals set and that the formulated aim of 25%
electronic service provision in 2002 has been achieved.

18

See country the study for The Netherlands in Appendix I.
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Policy and administration
The Netherlands
Singapore

Germany

Canada

Finland

Australia

Sweden
United States

-

Strong
Target of 25% ESD achieved
Targets across the full breadth of the e
Government's domain;
Measuring progress
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France

Japan
United Kingdom

Weak
- Administration
- Involvement of politics in the subject
- PPP: relatively weak (the government is not
playing a strong directing part in this)
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3. Preconditions
3.1. Introduction
In our conceptual model (the e-Government flywheel) in Section 1.3, we listed a number of items in
the outer ring that are important for the development of e-Government. These are areas in which the
government can exert influence to a greater or lesser degree in its policies, including those for eGovernment. Before service provision by electronic means can be created, there will have to be
sufficient connections (Internet penetration of households and businesses) and electronic identities
(electronic signature) for transactions, and it is important for citizens that their privacy be guaranteed,
and finally there will have to be a certain critical mass of available services. We shall examine in this
chapter how the Netherlands stands in this respect in comparison with the other countries in our
investigation.
3.2. Internet penetration in households
Estimates of the extent of the number of Internet users in each country still vary widely, surprisingly
enough. Data from four recent surveys are combined in the figure below. The lighter coloured parts of
each vertical bar are the ‘disputed’ areas19. The figures in the table on the left of the graph are from the
Nielsen/Netratings survey conducted in February 200120 - the most recent available to us. The
relatively large differences for Finland and Japan can be explained partly by the fact that a significant
proportion of the online population has access to the Internet via alternative means (thus not via
standard fixed home access but via mobile means, i-mode in the case of Japan). The large difference
for France can be explained by the strong growth that took place there during the last period (but it is
still nevertheless far behind the other benchmark countries in real terms). The Netherlands has one of
the highest Internet penetrations in the world.
Table 5 Internet penetration among the populations of the benchmark countries (2002)
1,2

5

Internet penetration,
Internet
weighted
penetration
minimum and maximum
70%

% of population
(February 2002)

60%

Australia
Canada
Germany
3
Finland
France
Japan4
The Netherlands
Singapore
UK
US
Sweden

54.3
53.3
39.2
42.0
20.0
40.4
58.1
50.8
48.5
60.3
64.7

50%
40%
30%
20%
10%
0%
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NL
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Fin
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Jpn

F

© Dialogic/Zenc (2002)
1

Access via fi xed networ k from home: not incl uding mobile acc ess and access via public access points (sourc e: Nielsen/Netratings, 2002)

2

Average f or the reference c ountries: 48. 3% (with high value for Finland: 49. 6%)
This is a very cons er vati ve esti mate that is coloured by the relati vely high number of users that have access vi a mobile (email via handset) or via public access
points (cf. Eurobaromet er, November 2001)). The much higher figure t hat Accent ure/Computer Economics (October 2001) gives - 56% - appears to be more
robust than t hat from Nielsen/Netr atings, even this is f or fixed home access onl y.
4
Including mobile users (i-mode)
3

5

Based on figures from Nielsen/Netrati ngs(Feb. 2002); Acc ent ure/ComputerEconomics(Oct.2001); Eurobarometer/EOS Gallup Europe (Nov. 2001);
Tayl orNelson/Sofr es (Nov. 2001). Three values that differed from the modus by more than one s tandard deviation have been removed.

19

The top and bottom of the light-coloured areas are the average of the studies minus the standard deviation and
the average plus the standard deviation. See also the methodological justification in Appendix II.
20
Nielsen Netratings (February 2002).
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3.3. Internet penetration in businesses
This is an indicator that quickly loses its differentiating power. Internet penetration among businesses
will soon be well over 90% in the majority of countries. The Netherlands was in a position in the
middle of the table at the time of measurement (Spring 2001 - the data are therefore somewhat
obsolete) The underlying differences are negligible, however.
Noteworthy in this overview is the high score for Finland, which has a relatively low score for Internet
penetration for citizens. The country study also showed that private use among Finns is relatively low.
Table 6 Internet penetration among businesses (2001)
I nternet penetration1, 2
% of b usinesses, Q1
Numb er

100%
80%

(10-49)
Australia
76%
Canada
76%
Germany
79%
Finland
91%
n/a
Japan
The Netherlands
79%
UK
80%
US
70%
Sweden
85%
1
2

(50-249)
93%
95%
87%
96%
84%
88%
81%
87%
93%

60%

(10-49)
(50-249)

40%
20%
0%
Fin

Can Au

Swe

NL

G

US

Jpn

UK

OECD, ICT Database (Jul y 2001), Empirica (November 2001)
The OECD Definition is broader than just the Internet and also covers "other computer mediat ed networ ks".

3.4. Electronic signature (citizens and businesses) + unique company registration number

Has legislation been set up?
Is there a Certifications Authority (CA)?
Unique company identification (number)?
*

no yes yes yes * yes yes yes yes yes yes
no yes yes yes yes no yes yes no yes no
no yes yes no yes no ** no yes ** yes

partially (public sector only)

** unknown (probably not present)

21

This is a certification authority that, as the highest place authority in the hierarchy, gives other authorities the
power to issue certificates.
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Electronic signatures can only be used if they are recognised by the law as being valid. The Dutch tax
authorities do use a variation of signatures (its own type of PIN), but this is authenticated in advance
by a traditional signature. The timing of the investigation of this variable was unfavourable for the
Netherlands. A proposal for electronic signature legislation is now (at last) before the Upper house for
approval. A similar situation occurs with the presence of a central rated CA21 (which is being set up at
the moment) and a unique business registration number (which is next). Because of these three
negative points, the Netherlands - at least for the 2002 ICT benchmark - has a relatively low score for
the subject of ‘preconditions’, although it is at the top of the table as far as Internet penetration among
both citizens and businesses is concerned.
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Figure 8 Overview of the presence of electronic signatures or the associated infrastructure
3.5. Privacy
Legislation and regulations concerning privacy is an important precondition for public electronic
service provision. The confidence of citizens has been shown to be crucial in e-Business transactions,
and will therefore be the same in interaction with the government. Confidence in the government and
e-Government should in fact therefore be surveyed, and that has actually happened in the
Netherlands22, but no comparable international measurements are known. We can examine the extent
to which provision has been made to guarantee privacy in legal terms23.
A certain harmonisation has been achieved at European level, based on a European Directive for the
protection of personal data (95/46/EC24) The intention was that all member states would implement
the stipulations in their own national legislation before October 1998. The new Personal Data
Protection Act came into force in the Netherlands in September 2001, making the Netherlands,
together with Germany and France, one of the last states in the Union. The impression exists that the
regime around data protection is strict in the Netherlands, as became apparent from the rejection by the
Registratiekamer [the Data Protection Agency] of the proposals for a digital safe for every citizen (the
Snellen Committee). Privacy policy in countries such as the US, Canada and Australia appears to
place fewer restrictions on the use of databases for service provision. In all cases, privacy policy
demonstrates an awkward area of tension. Strict stipulations contribute to citizens’ confidence that
their details will be handled carefully, but can at the same time inhibit the development of electronic
services.
3.6. Percentage of government websites
A final precondition on which different countries can be compared is the provision of websites by
governments and the number of services that are to be found on government websites. Is there
sufficient provision to get the flywheel moving? For website provision, we can look at research in the
context of Eurobarometer25. The measurement is from April 2000, it is true, but no more current
picture in which countries are compared with each other is available. The Netherlands is clearly at the
end of the list in this investigation. It is known that the percentage of municipal websites in the
Netherlands was over 85% in mid 200226. This was a major feat of catching up, and that is - as was
clear from the preceding chapter - one of the formal policy objectives.

22

Dialogic (2001). To the proposition ‘I am confident that government bodies will handle my personal details
carefully’, a large majority gave a positive response (3.51 on a 5-point scale, where 5 was ‘strongly agree’).
23
We are being very brief here. For more information, see the report for Pillar D.
24
European Parliament (1995).
25
EOS Gallup Europe (April 2000).
26
See also Section 7.1 (and the accompanying graph with more recent data) for more about this subject.
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Figure 9 Percentage of municipal websites April 2000. Source: Flash Eurobarometer
We can base the provision of services on the research by Accenture (2002). The Netherlands is in fifth
place here (see Table 7)27. The differences on this point are small, however, and it looks as though all
countries that are busy with e-Government - except for a few - score 100% in the short term. A
country will soon no longer be able stand out where this is concerned - and this variable will have
become a constant.
Table 7 Provision of online services (in absolute and percentage terms)28

Australia
Canada
Germany
Finland
France
Japan
Netherlands
Singapore
UK
US

27
28

115
71
79
130
161
126
122
136
129
117

number
online
103
64
73
115
155
113
114
132
121
115

in %
(89.6%)
(90.1%)
(91.9%)
(88.5%)
(96.3%)
(89.7%)
(93.4%)
(97.1%)
(93.8%)
(98.3%)

13%
7%
68%
15%
58%
5%
8%
12%
28%
-2%

180
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120
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40
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number
of services

US Si F UK NL G CanJpn Au Fin

difference
100% wrt
98% 2001
96%
94%
number
92%
online
90%
88%
% total
86%
84%
82%

Sweden, the leader, is missing from this study.
Accenture (2002).
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3.7. Conclusions and the position of the Netherlands
Among the benchmark countries, the Netherlands scores below average on the subject of
preconditions. A strong point of the Netherlands (and a point that could potentially be a strong boost
for the development of e-Government) is the high Internet penetration among households. The
preconditions for transactional services have not yet been met, however. In addition, the Netherlands
seems - particularly at a local level - to have later than other countries in starting to develop a broad
range of government websites. This means that it is lagging behind other countries where the
experience citizens and businesses have been able to gain with the medium is concerned. Experience
with the medium, particularly with carrying out transactions and being prepared to do so, plays an
important part. The Netherlands has caught up strongly with respect to the point of provision of
government sites.
Preconditions
The Netherlands
Singapore

Germany

Canada

Finland

Australia

France

Sweden

Japan

United States

Strong
- Internet penetration among households

United Kingdom

-
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Weak
Electronic signature not yet operational and
no CA has yet been appointed
No unique business registration
Late development of the provision of
government sites
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4. Service provision to citizens
4.1. Introduction
Service provision to citizens is the most noticeable aspect of e-Government. The Internet in particular
is a medium by means of which the interaction between government and citizens can be reinvented.
Service provision independently of place and time, the use of multimedia, facilities for personalisation,
etc. can give an enormous boost to the renewal and improvement of the existing provision of services.
In this chapter, we shall examine whether the Netherlands is adopting an energetic approach to the
subject in comparison with other countries.
4.2. Penetration of electronic services
There are comparatively many figures available relating to the provision of electronic services to
citizens. The disadvantage of the figures and their sources is that only the Internet channel has been
examined and that counts have only been made with respect to the provision of services. Furthermore,
no distinction has been made regarding the relative importance of these services. It is logical to make
an analytical distinction between very frequent interactions between government and citizens that are
applicable to a broad target group on the one hand (these are often referred to as ‘high impact’ services
in Anglo-Saxon countries) and services that are exotic (occurring sporadically) to a greater or lesser
degree on the other hand. A concrete example: In the Accenture study (2002)29, interaction with the
ombudsman has the same weight in the total score for the Netherlands as does, for example, the
electronic income tax return, with 3.7 million users.
Now we have made these comments about subtle distinctions, we can progress to discussing the
figures available to us. We have available a country comparison by Accenture (from 2002) in which
all our benchmark countries have been included and a study by CGEY as part of the e-Europe
benchmark (2001 and 2002)30 in which all the European countries in our benchmark have been
included. The e-Europe benchmark has the important advantage that the same services were examined
in all the countries. These are, moreover, services that are reasonably comparable (even though they
differ in their realisation) because they are predominantly carried out as distinctly public services. The
following 12 services are involved in the case of service provision to citizens:
−
−
−
−
−
−
−
−
−
−
−
−

Income tax
Job search
Social security benefits
Personal documents
Car registration
Application for building permission
Statements to the police
Public libraries
Birth & marriage certificates
Enrolment in higher education
Announcement of moving
Health-related services

The following picture appears when we put the figures together (Figure 10). Sweden, the United
Kingdom and Finland score the highest among our benchmark countries, followed by France and the

29
30

Accenture (2002).
Cap Gemini Ernst & Young (2001 & 2002).
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Netherlands. The Netherlands is in next to last place with 48%. Among the benchmark countries, only
Germany has a lower penetration of electronic service provision.
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Figure 10 Provision of electronic services to citizens (CGEY, 2002)
The position of the Netherlands
We can also look specifically at the figures for the Netherlands. Once again: the 48% shown in the
above figure refers to a selection of services and moreover only to connections via the Internet
channel. Because the Netherlands had formulated a target that at least 25% of all service provision in
2002 would be via electronic means, a measurement was taken to determine the state of affairs31. This
yielded the following picture:
Table 8 Percentage of public sector electronic service provision to citizens 2000 / 2001
Municipalities
Provinces
Water authorities
Police
State
Total

2000 results
13
0
13
5
32
18%

2001 results
17
0
28
8
48
26%

The percentage of service provision over the entire range of public services amounted to 26% in 2001.
This represents an increase of 8% with respect to the previous year. It is noteworthy that the State
scored highest, with 48%, and the municipalities comparatively low, with 17%. It is especially the
municipalities that have the most frequent contact with citizens and are also responsible for the most
public services.
4.3. Specific services
In order to gain more insight into the figures for service provision, we investigated four services to
citizens for ourselves to find out what the state of affairs is in the eleven benchmark countries. We
looked mainly at the electronic channels used (only Internet or more) and at actual use - insofar as
figures for this were known. The services we investigated are:
− notification of change of address;
31

Advies.overheid.nl & Ministry of the Interior (2002).
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−
−
−

registration of births;
registration of a new car;
income tax return.

Notification of change of address
The following table shows an overview of the facilities for electronic notification of change of address
in the 11 benchmark countries. We were unable to find data for a number of countries. This could be
an indication of the fact that these services do not exist online, or that the task is not seen as a public
service.
Table 9 Overview of readiness and intensity of electronic notification of change of address in
each country, 2001/ 2002
Change of
address
Australia
Canada

Finland

France
Germany

The Netherlands

Singapore

Japan
UK

US

Sweden

Electronic (readiness)
Yes, notification of change of address can be given to Maxi
(Victoria)
There are various examples of online notification of change
of address. The government in Yukon has a type of
integrated service provision in which the government
departments that need a notification of change of address
can be written on a form that can be printed out, so that the
notification does not have to be sent several times.
At the federal level, the tax authorities (CCRA) provide the
facility for notification of change of address.
Yes, an address can be changed online at
www.vaestorekisterikeskus.fi or www.posti.fi by using an
ID card.
Not known
No, online notification of change of address is not possible
yet. This is because electronic signatures are not yet
possible. There are pilot schemes in this area at the
moment, however, but these are not yet used by the data
protection office.
Yes, of change of address can be notified electronically on
12% of the municipal websites. (source: government
website quality monitor 2001)
The contents of the GBA, which has existed since 1994,
includes citizens’ addresses. This administration is
electronic and fully computerised. Before this system was
set up, data was kept up to date on ID cards. Municipalities
exchange data via an electronic message network.
Notification of change of address is done via OSCARS, the
electronic One-Stop-Change of Address Reporting Service
System. This means that notification of change of address
has only to be given to the Immigration and Registration
Department or at a police station. No online handling.
Not known
Locally arranged, difficult to say anything about it.
It is possible to give notification of change of address to the
Royal Mail online (http://www.consignia-online.com/).
There are various examples of online changing of address
details. One example is the US Postal Service
(www.usps.com).
The Swedish Post Office use a speech recognition system
(from the firm of NUANCE). Customers can submit
notifications of change of address by telephone when they
move. Names are recognised because there is a link to the
electoral database. Details are passed to the tax authorities
automatically. The service can also be used for temporary
changes, such as stopping post during holidays.
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Use (intensity)
Not known
Penetration figures are low at the moment,
but the services have only recently come
online.

Only 10,000 people in Finland have an ID
card. Usage is therefore limited, by
definition.
Not relevant
Not relevant

Sixty million messages about the GBA are
exchanged every year. The GBA has
several hundred users of its information,
including the Tax Department, the Social
Security Bank and pension funds.

Not known (The Singaporean authorities
do not give information about this to third
parties)

Not relevant
Not known

Not known

The system can handle a million telephone
calls a week. The system recognises 90%
of names and more than 200,000 street
names.
There are approximately one million
changes of address ever year.
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Changing an address is clearly a local matter. You notify the province or the municipality in which
you live. Not a single country has a structured durable embedded facility with which changes of
address can be notified over the Internet. There are pilot schemes here and there. The Interactive Voice
Response (IVR) system in Sweden – which works over the telephone - appears to be the most
advanced. The Netherlands scores well for this service. Although it is possible to notify a change of
address electronically only in a few municipalities, the back office (GBA, the Dutch Municipal
Personal Records Database) is in excellent condition.
Registration of births
The following table shows an overview of the facilities for electronic registration of births in the 11
benchmark countries. We were unable to find data in a number of countries. Registration of birth can
obviously not be considered a high-impact service. In principle, it is something that you would do no
more than a few times in your entire life. A high score for this service is therefore not extraordinarily
relevant, but it is an indication of service provision to citizens.
Table 10 Overview of readiness and intensity of electronic registration of birth in each country,
2001/ 2002
Registration of
Births
Australia
Canada

Finland

France

Germany

Japan
The Netherlands
Singapore

Sweden
US
UK

Electronic (readiness)
Birth certificates can be bought from Maxi (Victoria).
In most provinces, forms can be downloaded from the
provincial sites. However, the forms still have to be
printed and posted or delivered in person to the provincial
authorities.
Registration of the PRC has been computerised since
1969. Hospitals send a large proportion of their birth
notifications to the PRCs electronically. Larger hospitals
in particular do this on electronic forms via secure
connections.
Birth certificates can be requested online in some towns.
In Bordeaux, for example, at http://www.mairie
bordeaux.fr/
Birth certificates can be ordered online in some towns,
such as in Cologne http://www.stadt
koeln.de/bol/standesamt/index.html
Not known
Notification not electronic
A birth certificate can be ordered online at the e-Citizen
site (http://www.ecitizen.gov.sg/). Notification must still
always be given in person.
Not known
Not known
Not known

Use (intensity)
Not known
Not known

56,000 babies were born in 2001. Forty
percent of notifications were made
electronically by hospitals (using
electronic forms).
Not known

Not known

Not known
Not known
Not known

Not known
Not known
Not known

The table shows clearly that usage figures for this service are not available. What has been discovered
has more to do with extracts from the Register of Births than with registering births. It is worth
mentioning Finland because notification of a birth can be made from the hospital. This involves only
56,000 transactions per annum. Experiments are being conducted in a number of places in the
Netherlands with the electronic notification of births, directly from the hospital.
Registering a new car
Registering a new car is a transaction that one does not make every day, but no more than once every
three years. From the citizen’s point of view it is therefore not a high-impact service either. Electronic
handling offers the registering authority RDW (Government Road Transport Agency) substantial
efficiency benefits. There are wide differences between countries in the way in which the registration
of cars and number plates is handled. The most important difference is the status of the number plate.
In the Netherlands it belongs to the car, but in many other countries it belongs to the owner. There is
furthermore a difference between the levels at which responsibility for the vehicle register lies. In
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many European countries this is often a central authority. The role of local authorities is much greater
in the US, Canada, Germany and Australia.
Table 11 Overview of readiness and intensity of electronic registration of a new car in each
country, 2001/ 2002
Registering a new car
Australia
Canada

Finland

France

Germany

Japan
The Netherlands
Singapore
Sweden

UK

US

Electronic (readiness)
Yes, but it is different for each state.
Not known
Via MAXI in Victoria
Many matters concerning car registration and
Still low
driving licences can be handled online. The facilities
in each province are different.
Yes, real-time ‘Data System for Road Traffic’ IDMS
environment
Possible via the Internet in 2004.
Yes, initial registration (application for registration
document) is at the Département. This can also be
done to an increasing extent at garages. Initial
registration is then sent from the manufacture’s
network to the Préfecture, where the number is
generated and returned. This is done online and in
real time. The registration document must finally be
collected in person.
Central register and communication between KBA
and number plate office largely ready
Registration at number plate office not ready
No, planned for 2005
Yes (Internet application - since April 2002)
No, but forms are online
It can be done for imported cars
Yes, for manufacturers and importers (file transfer)
There is also an extensive IVR system that can be
used to inspect the register
Yes, initial registration of cars by dealers and fleet
owners is computerised, but not available
everywhere
yes, in most states

Use (intensity)

1,600,000 real-time registrations in 2001

Not known

Not relevant

Not relevant
Not known
Not known
Not known

Not known

Not known

In the Netherlands, a new car is registered by the dealer. This can be done online since 1 April 2002,
and a visit to the post office is no longer necessary. If a private individual buys a car from another
private individual, the vehicle does have to be transferred at the post office. In a number of other
countries, private individuals can transfer the number plate via the Internet themselves. The states in
the US and the provinces in Canada are particularly advanced in this respect. The Netherlands, Finland
and France appear to be the most advanced behind Canada and the US.
Income tax return.
Completing an income tax return is something that has to be done only once a year, but it can certainly
be regarded as a high-impact service because of its complexity for the individual and the number of
income tax payers. There are several differences between countries. An intermediary is used to
complete and submit the form in a large number of countries. High penetration percentages can only
be achieved in countries where a large number of people fill in the forms themselves. In France, for
example, the tax consultant plays an important part. The French tax authorities are trying to reduce the
importance of this role, however, by introducing the facility for electronic returns. Individuals are
being provided via the Internet with more facilities for making their own returns. The following table
shows an overview of the facilities for electronic declaration in each country.
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Table 12 Overview of readiness and intensity of electronic income tax return sin each country,
2001/ 2002
Income tax return
Australia

Canada

Finland

France

Germany
Japan
The Netherlands

Singapore
Sweden
UK
US

Electronic (readiness)
Yes, e-Tax (for citizens)
Electronic Lodgement Service (for tax consultants)

Use (intensity)
2002: 400,000 returns via e-Tax
In February 2000: 8.3 million returns
71% via ELS
4% with Tax Pack Express,
1 % via E-Tax
24% on paper
Yes, with Netfile (over the Internet) and e-File (EDI)
State of affairs on 10 June 2002: 22.1
More than 5000 forms online
million returns received, of which:
60,5% on paper
26.3% with e-File,
10.6% with Netfile
2.6% with Telefile (telephone).
The Finnish tax authorities fill the forms in themselves Not relevant
and pass them to the citizen for approval. The latter
then signs them. If something is not right, a special
form has to be completed. Most forms are available
online and can be completed online, but not returned.
Completing returns over the Internet is being
developed.
Yes, over the Internet
117,000 people used the e-Filing facility in
Online inspection of personal dossiers as well
2002.
www.ir.dgi.minefi.gouv.fr/
150,000 people applied for an
Many people in France make returns via tax
authentication certificate.
consultants. These exchange electronic data with the
tax authorities
Yes, Elster (pilot project in Bavaria)
650,000 electronic income tax returns in
2002 (figures for Bavaria)
No, it will be introduced for 2003 tax returns in 2004
Not relevant
Yes
Easytax: in 2002
Income tax: (IB)
approx. 3,700,000 (approx.70% of the
1. Via Easytax since 1996, or the tax diskette (private total), uploading via the Internet in addition
individuals)
to diskette and modem (situation to 1/5/02)
2. Via Editax since 1997 (tax consultants)
1,870,000 e-Returns (approx. 30%) in
2001, 823,000 of which were on diskette
and 1,047,000 via modem.
Approx. 65,000 Editax returns in 2001.
Yes, E-file over the Internet
Calculated estimate for 2002: 50%. 35%
already by April
Yes
Not known
Yes, Internet Service for Self Assessment
75,400 in FY 2001
Yes, e-File (EDI application)
38.9% of all returns come in electronically

This table allows a clear conclusion to be drawn. Finland is in the lead. In that country, the tax
authorities fill the forms in themselves. The citizen has only to check the forms and sign them. If
something is not correct, the necessary forms can be downloaded.
The Netherlands is the leader as far as the number of electronic returns is concerned. More than 70%
of all returns in the Netherlands are no longer submitted on paper. Such service provision is still at the
pilot stage in many other countries. Australia, Singapore and the US are following at a respectable
distance.
With the exception of income tax, the Netherlands falls below the European average in the overall eEurope benchmark32. Our own research into this subject colours our selection of services as follows:
− Registration of births is not being done electronically (almost nowhere) Requesting extracts from
the Register of Births, Marriages and Deaths is not happening either.
− Notification of change of address is mostly not possible in municipalities (only in 12% of the
municipal websites), but once a municipality has been notified, there are approximately 600
32

Cap Gemini Ernst & Young (2001 & 2002).
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−

−

government organisations that receive a copy of the change if it is relevant to them.
Approximately 60 million messages are sent in this connection. Cities such as Amersfoort and
Apeldoorn do provide facilities for notifying a change of address electronically. Identification of
the applicant is based on a combination of their social security number and the number of the
proof of identity.
Registering a new car in the Netherlands this is done via the dealer. Until recently, dealers had to
go to the post office counter, but since April 2002 they have been able to arrange registration
directly from the garage, using an Internet application. Garage owners and the RDW [State Road
Traffic Department] use their own PKI for this. Registration applies for all new cars, except for
those cars that are exported to the Netherlands other than via dealers. Address data is retrieved
online from the population register.
Income tax return. The Dutch tax authorities have a system whereby certain target groups do not
have to complete a return at all (1 fixed employer, low pay or on benefits). From the group of
Dutch people who do have to make a return, 70% are submitted electronically. The tax authorities
use their own digital signature (a PIN issued once only). This is linked to information from the
population register.
4.4. Development stage of Internet service provision

As well as the availability of services, the degree of maturity of the services is a relevant element in
the provision of e-Government. This occurs mainly in phases, going from information provision to
interaction (citizens give feedback and return completed forms, for example), and finally to
transaction. The transactional level is the most extensive form of service provision. What we want to
show is the degree of maturity, or the level of sophistication within the services provided. We want to
know, therefore, not just how many services are available, but also what we can do with them.
We want first of all to see this picture in the international perspective. How far have other countries
got with electronic service provision? Accenture (2002)33 measured this item (‘service depth’) on a
four-point scale. We also have a source from Cap Gemini Ernst & Young in the context of the eEurope benchmark (2002)34. This study went into detail - as we stated earlier - on a number of specific
services for the citizen35. CGEY distinguished four steps in the development of services:
− information provision (‘online information about public services’);
− interaction (‘downloading of forms’);
− two-way interaction (‘processing forms, including authentication’);
− transactions (‘case handling, decision and delivery (payment)’).

33

Accenture (2002).
Cap Gemini Ernst & Young (2002).
35
The number of services measured is not the same. The Netherlands provides an average number of services
(122 as opposed to an average of 119), with Singapore (136) and France (161) in particular providing a large
number and Germany (79) and Canada (71) comparatively few.
34
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Table 13 Degree of maturity of services provided
Service depth
2002
rank
47.3
8
49.7
6
65.7
2
58.3
3
53.6
5
45.2
9
37.4
10
69.1
1
47.4
7
57.9
4

The Netherlands
Australia
Canada
Germany
Finland
France
Japan
Singapore
United Kingdom
United States

If we combine both sources and present them in a table, it becomes clear that the Netherlands is
lagging behind. The countries in the lead are Singapore and Canada36 (Accenture) and Sweden and
Finland (CGEY)37.
Table 14 Level of sophistication of online services
service
total
depth
average
(Accenture, (CGEY*,
2002)
2002)
Australia

50%

n/a

Canada

66%

n/a

Finland

54%

65%

France

45%

55%

Germany

58%

37%

Japan

37%

n/a

Netherlands

47%

45%

Singapore

69%

n/a

Sweden
United
Kingdom
United
States

n/a

81%

47%

62%

58%

n/a

The position of the Netherlands
Electronic service provision in the Netherlands thus consists primarily of supplying information. The
facilities for interaction and transaction are still limited. This is shown emphatically in the government
website quality monitor38, which has been conducted for a third time (for the years 1999, 2000 and
2001). The 2001 edition contains this conclusion (just as in the pervious editions): ‘The core is still at
the first level of information provision’.

36

Accenture (2002).
Cap Gemini Ernst & Young (2002).
38
Government website quality monitor (1999, 2000 & 2001).
37
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4.5. The use of electronic service provision
Now we have discussed the provision side of service provision, it makes sense to look at actual use.
We would like to know if people use the services provided and the information on offer. This is less
well known, unfortunately. It is noteworthy that web statistics for government websites are hardly
available. We shall have to make do with two sources, based on which some international comparisons
are possible. These are the market research bureaux Eurobarometer en Taylor Nelson/Sofres39 (with
which NIPO is connected). In principle, both studies measured the same thing (‘what proportion of the
population has had online contact with the government’), but they referred to different periods (‘ever’
and ‘last year’ respectively) and the definitions used probably differed as well. The results from the
two studies are therefore so different that averages cannot be found. It was decided instead to use just
one of the studies, namely Taylor Nelson Sofres, which with respect to other items in the same survey
does align with a number of other robust studies (Nielsen/Netratings, for example).
In the case of the Taylor Nelson Sofres international benchmark, respondents were asked whether they
had used government electronic services in the past year. This is the most primary proxy for what we
called intensity in the first chapter. The Netherlands had an average score with respect to this variable
(the series of shorter bars in the figure below). A second variable that gives a better picture of the
intensity of use of e-Government is the ratio between the first variable and the total population of
Internet users in a country (the series of longer bars in the figure below). The Netherlands again had an
average score here. It must be stated that the two leading countries - Singapore and Sweden - were
missing from this study. What is most noteworthy in the latter series is Finland’s extremely high score
(100% of all Internet users had online contact with the government) and the low scores for the United
Kingdom, which is pursuing a very active e-Government policy (see also Chapter 2), but where the
population is not particularly enthusiastic about electronic initiatives.
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Figure 11 Percentage of the population that has had online contact with the government

39

Taylor Nelson Sofres (November 2001).
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4.6. Integrated service provision
One measure of the quality of service provision is the degree of integration. This is a very real issue
for citizens. A citizen would rather not be confronted with hundreds of services on hundreds of sites
from the same number of government organisations. The ‘from pillar to post’ effect has to be
prevented. Citizens want total solutions to their problems and do not want to be fobbed off with all
manner of partial solutions. If possible, there should be ‘one stop shopping’ for specific request
patterns by citizens. Services and information that belong together, according to the citizen’s
perspective, must be provided cohesively. There is no international source material available about the
degree of integration, so we have to make to with a number of accomplishments in the Netherlands
and a number of best practices from abroad.
The one-stop-shop concept has developed in the Netherlands in the OL2000 project. This has led to
integrated front offices for the following services: Building and Living, Care and Welfare and the
Front Office for Businesses. Three pilot schemes have been started for the front office for businesses.
We shall return to them in the following chapter. A total of thirty leading edge projects has been
started in these three areas. As well as integrated front offices, catalogues for products and services are
also important. In October 2001, 10% of the municipal websites had a product catalogue online.
Best practices in integrated service provision: Canada and Singapore
Canada: lost wallet (canada.gc.ca/cdns/wallet)
This is an example of a service for citizens that was set up as a result of a life event or problem. If you
as a citizen lose your her wallet (or it is stolen), it helps to be able to go to a central point and at one
time make multiple reports or purchase government services. It is possible that your ID card has also
been lost, as well as your passport, senior citizen’s card and health card. This facility specialises in just
this sort of situation: the bringing together of services, information and links from all sorts of
(potentially relevant) government organisations.
Singapore: ECitizen portal
The Ecitizen portal is the central access point for government service provision to citizens. The portal
has a gateway to life events and fourteen 'towns'. The towns are responsible for subjects such as
health, housing and the like. Behind the portal are 540 e-Services from more than 54 government
organisations.40

4.7. Citizens’ opinions
Once we have an idea of the provision, use and degree of integration of services, we also want to know
what the effect of electronic service provision has been on citizens. There is no comparable
international source data for this, of course. We only have figures for consulting citizens in the
Netherlands41. We do know that in countries such as Canada and the US there are regular surveys of
the state of affairs regarding the wishes and preconditions of citizens concerning e-Government, and
the effects on customer satisfaction as a result of rejuvenation of service provision. Separately from
the figures, it is important to us that attention is paid in policy in the countries mentioned to citizens’
opinions (as an impact variable) and that this has a potentially beneficial effect on the more demand
oriented and integrated organising of public services.
Pro Active conducted a survey in the autumn of 2001 among users of government sites. The most
important results of that were that the rating for information provided (including policy subjects) and
for interactive service provision had fallen compared with the previous year. This in itself is a
recognisable picture. Citizens’ expectations are high, based among other things on their experience
40
41

IDA (January 2002).
Pro Active (2001); Dialogic (2002). See the country study for the Netherlands in Appendix I.
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and the electronic service provision of market parties. The extent to which these expectations can be
met has clearly fallen behind here.

4.8. Conclusions and the position of the Netherlands
The Netherlands scored well on the subject of service provision to citizens. The Netherlands is one of
the leaders here, alongside countries such as Singapore, Finland, Sweden and Canada. One of its
strengths is the use of government information and services. Where the specific services surveyed are
concerned, the Netherlands stands out clearly in connection with income tax. With 70% of returns
submitted electronically, the Netherlands is a leader here. This counts heavily in our assessment
because it is a high-frequency service that is of interest to many citizens. Our assessment goes further
into what is ‘behind the site’ with respect to the selected services. Another of the Netherlands’
strengths is the surveying of citizens' opinions. Aside from the question of what is actually done with
these opinions, it can be an enormous incentive for renewing and improving service provision. The
Netherlands’ weaknesses are the penetration of electronic services (what is available) and the degree
of maturity of these services. The Netherlands appears to be less advanced (or less centrally managed see also Chapter 2) than other countries where integrated service provision is concerned.

Service provision to citizens
The Netherlands
Singapore

Germany

Canada

Finland

Australia

Sweden
United States

Strong
- Use (on line contact with the government)
- Income tax: 70% electronic
- Measuring citizens' opinions and wishes.
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France

Japan
United Kingdom

Weak
- Penetration of electronic services (provision)
- Stage of development (degree of maturity) of
electronic services
- Integrated service provision has fallen behind
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5. Service provision to businesses
5.1. Introduction
One of the manifestations of e-Government is service provision by the government to businesses and
the exchange of information with businesses. One important task of the government concerns service
provision (licences, subsidies, etc.) and information facilities (information about legislation and
regulations, town and country planning, etc.) for businesses. There is also a demand in many branches
of government for information from businesses. This includes matters of customs, taxes, social
security and the production of statistics. A large proportion of this exchange of information (thus both
giving information as well as receiving it) was traditionally by means of forms and surveys, brochures
and telephone calls. A limited amount of EDI has been used since the sixties and seventies to
computerise the exchange of information (particularly for customs). The use of ICT in
communications has grown enormously in importance since the nineties.
This chapter gives an overview of the electronic provision of services by the government. As far as
available data allow, the situations in different countries have been compared with each other. For a
more detailed insight, see the country studies in the appendices.
There are comparatively many figures available relating to the penetration of electronic service
provision to businesses - just as there are for citizens. The disadvantage of these figures and their
underlying sources is that they often focus on Internet penetration and the counts are restricted to the
provision of services (readiness). Furthermore, no distinction has been made regarding the relative
importance of the services provided. Taking these shortcomings into account, an analytical distinction
is made below between very frequent interactions between government and businesses that are
applicable to a broad target group (what are referred to as high-impact services) on the one hand and
services that are exotic (occurring sporadically) to a greater or lesser degree on the other hand.
The main sources that enable a comparison between countries are a country comparison by Accenture
(2002) in which all the benchmark countries were included and the studies by CGEY (2001 and 2002)
in which all the European benchmark countries were included. We are also using material from our
own research.
5.2. Penetration of electronic services
The Netherlands has high Internet penetration within businesses (see Chapter 2). This circumstance
offers governments the opportunity for more suitable exchanges of information between the
government and businesses.
These opportunities occur mainly where the government and the business world exchange a great deal
of information, such as in the context of taxation, customs declarations, statistical data collection and
social security premium payments. These increasingly involve standard processes that are run at fixed
times and offer much benefit from the use of ICT. In addition, high Internet penetration allows the
government the facility to offer services and information provision of a less frequent character (such as
registering a new company) via the Internet.
There are wide differences in the extent to which governments have made efforts to shape service
provision for businesses. Figure 12 shows an initial overall impression of this.
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Figure 12 The percentage of government services on the Internet for each country (2002)
Without drawing extensive conclusions, this study42 shows that the Scandinavian countries score
highly and that the Netherlands is clearly lagging43. It should be borne in mind when interpreting this
table that only the Internet channel has been examined (and EDI has not been included, for example).
We decided in consultation with the commissioning party that in our own study of specific services the
major services - predominantly high- impact - whose common feature is that many businesses
communicate frequently with the government concerning them (mainly VAT returns and social
premiums, and customs obligations to a lesser extent), would be examined in more detail. Registering
a new company is something that occurs only once and therefore cannot be regarded as a high-impact
service. Table 15 shows which countries provide specific government services electronically (the
Internet and other channels).
Table 15 Electronic provision of a number of government services in each country, 2002
VAT returns
Social security
premium
payments
Customs
declarations
Registration of
new company
- Electronic
- Forms
Key
n.k.

AU
yes
-

Can
yes
yes

Fin
yes
n.k.

F
yes
n.k.

G
n.k.
yes
**

JPN
no
no

NL
no
yes

Si
yes
yes

Swe
n.k.
yes

US
n.k.
n.k.

UK
yes
yes

yes

yes

yes

yes

yes

yes

yes

yes

yes

yes

yes

yes
yes

yes*
yes

no
yes

yes*
yes

no
no

no
no

no
yes

yes
yes

no
yes

yes
yes

no
yes

not relevant (service does not exist)
not known

*
**

different for each state / region
pilot project part of Elster in Bavaria

The Anglo-Saxon countries, Singapore and France all provide the listed services electronically. In
France, moreover, it is often left to businesses to choose which channel they wish to use. In contrast to
the situation in most countries in the comparison, it is not yet possible in the Netherlands to exchange

42

Cap Gemini Ernst & Young (2002).
CGEY included the following government services in this overview: social security premium payments,
‘corporate’ tax payment, turnover tax payment, registration of a new business, supplying statistical data, customs
declarations, environmental licences and public tendering.
43

Dialogic/ZenC/Argitek

53

ICT in the Public Sector. International Benchmark 2002
VAT data with the tax authorities via electronic means44. A number of qualifying comments will be
made about this later in this chapter.
Further consideration of the data for the Netherlands (in Figure 12), shows the score of a little more
than 40% ‘services present online’ to refer to a selection of services that are accessible only via the
Internet. Because the Netherlands had formulated a target that at least 25% of all government service
provision in 2002 would be via electronic means, a measurement was taken to determine the state of
affairs45 (Table 16).
Table 16 Percentage of public sector electronic service provision to businesses (2000-2001)

Municipalities
Provinces
Water authorities
Police
State
Total

Electronic government service provision to businesses in ...
2000
2001
11%
12%
0%
4%
13%
27%
6%
10%
45%
55%
19%
24%

This survey shows that the central government in the Netherlands is in a leading position with respect
to bringing services for businesses online. 55% of these services were online in 2001. Municipalities
are lagging considerably in this respect - with 12% of services for businesses (as against 11% in 2000).
In general the Netherlands does appear to be achieving the target of 25% in 2002, but there are wide
differences between the various authorities, with municipalities and provinces being far behind the
target of 25%.
5.3. Specific services
In this section we shall examine the electronic provision and use of a number of specific government
services. These are:
− Customs services:
− VAT payments;
− Registering a new company, and
− E-procurement (electronic purchasing by the government).
Customs services
Electronic service provision is at an advanced stage of development in the Customs. Customs set up
the first electronic services as long ago as the sixties. Some of these services still run under protocols
other than the Internet. That seems old-fashioned, but it works well and the penetration figures are
high (Figure 13)46. Many customs services are replacing their Edifact or other EDI systems with
Internet systems.

44

The exchange of VAT data thereby forms a striking contrast to other tax department services. In this way, the
Dutch customs service is advanced in the field of electronic data exchange and so the Netherlands also the
highest number of private electronic tax returns.
45
Advies.overheid.nl & Ministry of the Interior (2002). Public service provision 25% electronic, one
measurement of service provision by the government in 2001.
46
What is noteworthy is that all countries (including the Netherlands) score highly in Figure 13, except for
Finland. One explanation for this could probably be the extensive flow of trade between Finland and Russia and
the Baltic countries. Many companies there are not equipped for electronic data exchange.
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100%
80%
60%
40%
20%
0%
Si

UK(1) Au

Can(2) US

NL(3) Jpn

(1) Almost 100% for import, 20% for export declaraties.
(2) 97% bij import, 60% bij export.
(3) 93% bij import, 80% bij export
(4) 97% bij import, 60% bij export
(5) 60% in 2001, estimate for end 2002 90%

Swe

F(4)

G

Fin

© Dialogic/Zenc (2002)

Figure 13 Percentage of electronic handling of import declarations at Customs in each country,
2002
The Netherlands gets a good score for this service, certainly if the number of export declarations is
included. It is noteworthy that some countries have 100% service provision (Singapore and the United
Kingdom), although the number of electronic export declarations in the United Kingdom is low. When
countries are close to 100% (which looks as if it is going to be the case), this will no longer be a
relevant variable but a constant47.
Because the e-Government phenomenon at customs departments matured fairly early on, usage data
(intensity) is comparatively readily available in this area, in contrast to other areas. The fact that in
departments other than customs little data (the tax department) or no data at all (other departments) is
available indicates a stage of development of electronic provision for those departments that is still
early. Many initiatives are still in their pilot phase or have just moved out of it. Especially the absence
of a properly-functioning widespread strongly-embedded digital signature or other solution for
identification/authentication inhibits the progress of many services. This problem has been resolved in
customs and tax departments by developing their own methods for authentication, often based on
simple PINs.
VAT payments
Because nearly all businesses are liable for VAT and have to report very frequently about the added
value they generate, payment of VAT is an outstanding example of a high-impact service.

47

Compare the variable ‘Internet penetration among businesses’.
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Table 17 shows an overview of the electronic state of affairs.
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Table 17 Electronic payment of VAT (readiness) and the extent to which use is made of it
(intensity) in each country
Australia
Canada

Finland
France

Germany
Japan
The
Netherlands
Singapore
Sweden
UK
US

Electronic (readiness)
Yes
Yes (nationally, not in provinces)
3 ways : GST / HST EDI filing, Telefile and Netfile
(pilot scheme)

Use (intensity)
Not yet known
In fiscal year 2001 (which ended on 31 March
2002):
0.7% (15,000) declarations via GST/HST EDI filing
18% (365,000) of all declarations via GST/HST
Telefile (by telephone).

Yes, via TYVI (IDEA-like application)
Yes, both EDI and Internet application (Electronic
Forms Interchange) available (first obtain a digital
certificate)
not known
No, it will be introduced for 2003 tax declarations in
2004
No, there are pilot schemes, structural solution at the
end of 2003
Yes, CPF/IRAS line
Not known
Yes, Electronic VAT Return (EVR), Internet
application.
Not known

30,000 reports per month
44,000 companies were using the facility at the end
of May 2002

Not relevant
Not relevant
Not yet known
3,500 businesses (of the 1.7 million) use the
application

In Canada and the US, the provinces and states respectively play an important part in this process. The
extent to which VAT declarations have been computerised varies as a result. Tax departments that
operate nationally assist the states. VAT is collected centrally in other countries, however. The
Netherlands and Japan are the only countries (for which we have data) where this is not done
electronically. The Dutch tax authorities are currently working on an electronic solution48. Systems
have been set up in Finland, France, Singapore and the United Kingdom with which businesses can
administer and transfer their VAT payments. The usage figures are still low in all countries, except for
France.
Registering a new company
There are wide differences between the benchmark countries in the way in which new companies are
registered. For this service we have looked mainly at initial registration, which in the Netherlands is
comparable to registration with the Chamber of Commerce. There is also an application for a tax
number, an important step in setting up a new company. These two steps have been combined in a
number of countries (such as Australia, Canada, Singapore and Finland), and unique company
numbers are used there.
A signature is essential for entry in the companies register. Countries in which electronic signatures do
not exist do not therefore have the facility to register a new company online. This applies to, for
example, the Netherlands, Sweden, Germany, France, Japan and the United Kingdom. The necessary
forma are available online in these countries, except for Germany and Japan. These have to be printed
out and returned by post. The Netherlands is in the middle in this respect.
The US and Canada are noteworthy regarding integrated service provision for this item (see also 5.4).
Companies in these countries have to register at regional (state and province respectively) level. A
number of states in the US (New Jersey and Kentucky) and the Canadian provinces of Ontario and
Nova Scotia have set up portals in collaboration with the tax authorities and other bodies at federal and
national level respectively in which companies can be set up at one stop. There is just one form needed

48

The plan is that market solutions will become available during 2003 within the scope of the ICT and ALV
programme (collaboration between the business world and the government), based on state-of-the-art Internet
technology and security technology. This involves working out the EHD and IDEA concepts.
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for this in Ontario and Nova Scotia. The US and Canada are far ahead of other countries in this
respect.
The Chamber of Commerce in Paris has had the facility to set up a new company electronically for
two years. Only a few companies (200) have used this because they do not have an electronic
signature yet and because of fear of the unknown. The ability to inform the Chamber of Commerce
online of changes to statutes, directors, annual accounts and so forth already exists in a number of
countries. In the Netherlands, a business has to download the forms and post them to the Chamber of
Commerce.
Table 18 Registering a new company by electronic means in each country (readiness and
intensity)
Australia

Canada

Finland

France

Germany
Japan
The
Netherlands
Singapore
Sweden
UK
US

Electronic (readiness)
Yes
Most of the forms required are online
Also online registration via Electronic Company Registration
(ECR). This application is offered by ASIC to shelf company
promoters, accountants, lawyers, and others because they register
96% of new companies.
The province works with the CCRA in Ontario and Nova Scotia
and formal registration and application for a tax account can be
handled online. The province of Ontario has set up a website
(Ontario Business Connect (OBC)) on which a new company can
deal with all the formal issues of setting up in one go.
No, but forms are online
There is 1 corporate ID number in Finland at which all bodies can
exchange the necessary information, which reduces the
administrative burden for businesses.
Each register is itself responsible for improving service provision.
The Paris register is one of the few to have developed an online
application for registering new companies (it was awarded
international prizes for this)

Use (intensity)
2001:
50,000 out of a total of 80,811 new
companies have registered online. That
is 62%.

85% of registrations of new companies
in Ontario are done online via Ontario
Business

Not relevant

Not electronic
No, planned for 2004
No, but forms are online

Use of the online application is still
limited because of unfamiliarity and
the need for digital signatures. In 2
years, 200 companies have registered
online.
Not relevant
Not relevant
Not relevant

Yes, Bizfile
No
No, but forms are online
Yes, in most states

Not known
Not relevant
Not relevant
Not known

e-Procurement
There are initiatives in all eleven benchmark countries in the field of tendering on the Internet. These
are mostly limited to information about supplying services or products to the government. In Canada
and the US, private companies are involved in this provision of information to the business world. It is
a government company that makes these tenders available online in Finland. Only in Finland,
Singapore, Germany and Japan can companies actually make offers for government tenders online. In
Finland this involves two hundred transactions a year, with a value of € 168 million. In Singapore, a
business can respond to tenders electronically if it is registered with the government as a partner.
Transactions to the value of € 51.8 in were handled via GeBIZ in October 2001. At the time of the
measurement, there was approximately € 1.76 billion in potential tenders online49.
E-vergabe started in Germany on 3 May, and this is the third stage of the e-Procurement programme.
Payment and distribution are still offline, but will also be electronic in the fourth stage. An electronic
bidding system is also operational in Japan, on the site e-bisc.go.jp.

49

From: Heng, J.C, E-procurement and government to business (G2B) portal, IDA, Singapore 2001, pp 3.
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The Netherlands is behind the other countries in e-Procurement. Each ministry has its own approach.
V&W/Rijkswaterstaat [Transport, Public Works and Water Management], the largest buyer, together
with Railinfrabeheer [Railway Infrastructure Management] en Cobouw have started up a tendering
calendar. The Actieplan PIA [PIA Action Plan] (professional purchasing and contracting) has to
ensure a common approach in which work is also done on an electronic marketplace as part of the
Rijksintranet RYX [State Intranet].
5.4. Integrated service provision
It is mainly the Anglo-Saxon countries and Singapore that are making efforts to develop OneStop
portals for businesses, called a ‘front office for businesses’ in the Netherlands. The United Kingdom,
with its Gateway project, is intending to offer mid-office functionality for message traffic between
businesses and government. There are positive moves in this area in France as well. The Netherlands
is lagging behind these leaders. There is still no question of a national front office for businesses in the
Netherlands50. Three pilot schemes (Groningen, Drente and Northwest Holland) have been set up,
however, in which municipalities will collaborate with the local Chambers of Commerce and the tax
authorities. A decision on how national progress and further implementation will look will be made
during 2002, based on an evaluation.
Businesses will be able to find extensive government services at the integrated front offices for
businesses. Most services are of an informative nature for the time being, and transactions will be
added gradually. Not much is known yet about the use of these portals and the opinion of businesses
about this service provision.
In Australia, the Business Transaction Manager as part of the Business Entry Point goes a step further
(see the box). In the US and Canada, similar initiatives have been developed at state level. At national
level, the government mainly provides information and links to services51.

Integrated service provision to businesses: Business Entry Point (business.gov.au)
The business entry point is the single point of entry for businesses in their interaction with the
government. Using the Australian Business Number (ABN), links with business information in the
back offices of government organisations are possible. A next step is the Business Authentication
Framework project (BAF), which is to be delivered in July 2002 and is intended as a mid-office
solution for all government organisations that have to deal with businesses as clients, and in this way
can share information and collaborate with each other in their service provision.
The front office for businesses provides the following services, among others:
- applying for a company number
- applying for licences
- e-Procurement: tenders and contracts
- the transaction manager.
This last facility is a resource to support business interaction with authorities at all three levels. A
business will get its own page where all the information entered is saved for later use.
Finland has done less work in developing a front office, but has devoted a great deal of time and
energy to a sturdy infrastructure. TYVI is proof of this. The TYVI system (tietovirrat yrityksiltä
viranomaisille) was introduced in 1997, enabling businesses to make electronic declarations of taxes
and social security premiums and to fulfil their compulsory labour obligations (see box).
50

A letter from the Minister of Economic Affairs to the Lower House on 30 June 2000 contained the target of
having a national portal for businesses (bedrijvenloket.nl) operational at the end of 2001. The Dutch business
portal does now exist, but points to the ‘general entrance’ of overheid.nl.
51
See www.businessgateway.gc.ca and www.firstgov.gov/Business/Business_Gateway.shtml.
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Broker service for administrative reporting (TYVI)
Businesses in Finland can send administrative reports (such as taxes, social insurance contributions
etc.) to government institutions via an electronic system. TYVI (as the system is called) also has
modules that can automatically search ERP and HRM packages, generate the necessary information
and then send it electronically to the authority responsible. No people are involved.
A quartet of commercial brokers manages the network. Businesses pay the broker a fee and the
government pays the broker based on the volume of data generated. Approximately 50,000 businesses
use TYVI. See www.tyvi.org for more information.
5.5. Conclusions and the position of the Netherlands
Although the Netherlands may be a leader in service provision to its citizens, it clearly lags behind in
this area. This is noteworthy because it is service provision to businesses that has first priority in many
countries, because there are more transactions there and there is therefore more profit to be made.
Only the service provision by customs is a strong pint, but this mainly involves comparatively ‘old’
electronic solutions to EDI. In terms of specific services, electronic VAT returns and e-Procurement
are underdeveloped. An obvious weakness is the lack of a national front office for businesses. The
Netherlands is still in the pilot or transitional phase here, whereas other countries have already had
integrated service provision to businesses operational for some time.
Service provision to businesses
The Netherlands
Singapore

Germany

Canada

Finland

Australia

Sweden
United States

Strong
- Customs: 93% electronic
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France

Japan
United Kingdom

Weak
- Penetration of electronic services (provision) in
total
- VAT and e-Procurement
- Stage of development (degree of maturity) of
electronic services
- Integrated service provision is falling behind: no
national front office for businesses.
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6. Internal functioning of the government
6.1. Introduction
In the conceptual model (the flywheel of electronic government) we presented the internal functioning
of the government as a condition for external service provision. It may relate to changing working
processes (topic on innovation and transformation) and facilities for the exchange of information. This
chapter covers the latter. This is mostly referred to by the catchall ‘back office’. The public service
provider’s services and working processes that are visible to the customer fall under the term front
office (think of the one-Stop-shop or the website). The invisible working processes and information
systems that are needed for dealing with a service are referred to by the term back office. Needless to
say it is very difficult to get validated, let alone comparative, data via the back office for the survey,
given that these are the non-visible aspects of service provision (the things ‘under the bonnet’).
These ‘under the bonnet’ aspects are crucial for the development of an electronic government. If the
government wants to keep abreast of the circumstances of the citizens and businesses that use its
services, and if it doesn’t want to keep asking the same questions (one-off provision of or request for
information to avoid ‘administrative costs’), then it will have to take internal measures to take part in
the exchange of information and to achieve a simple customer approach (in the form of authenticated
registrations and CRM for example). If the government also wants to handle a transaction with a
citizen or business fully and securely, digital signatures and PKI are essential components. This
chapter covers these very significant elements of the overall ‘service creation system’ within the
government.
To record the developments in this field, we will start by studying the existence of government portals,
product catalogues, and electronic forms. Furthermore this involves communication between
government institutions so that horizontal integration of service provision (between various fields or
policy areas) and vertical integration (between various government layers) becomes possible. We are
looking at this point based on the existence (and use) of intranets. As an extension of this we want to
know whether use can be made of authenticated registrations as a basis for service provision to
citizens and businesses. We will discuss this aspect based on the question of whether policy has been
developed in the various countries on the streamlining of basic population registration data. Another
subject relates to the solution chosen for identification and authentication. It is very important,
particularly for transaction services, that the government organisation can establish who they are
dealing with. The last indicator within the topic on internal functioning of the government deals with
the policy in respect of standardisation and ‘open source’ programming.
6.2. Presence of government portal, product catalogue, electronic forms
The quality of electronic service provision is increasing as the government provides access to its
products via portals and product catalogues, with its request for data made available online via forms.
In carrying out the country studies the presence of these elements was examined.
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Table 19 Overview of the presence of government portal, product catalogue, electronic forms
Australia
Canada
Finland
France
Germany
Japan
The Netherlands
Singapore
Sweden
United Kingdom
United States

Government portal
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes

Product catalogue52
Yes
?
Yes
Yes
Yes
?
Yes
Yes
?
?
Yes

Electronic forms
Yes
Yes
Yes
Yes
Yes
Yes
No
?
?
?
Yes

The above overview clearly shows that, in the past few years, there has been a good deal of progress.
All countries surveyed now have a government portal. In most countries all the facilities cited are
present. In addition, more and more countries are setting up their portal on a question and answer
basis, for example by taking the lifecycle as a way of organising the gateway. This is often done in
combination with a division by target group and/or topic (citizen, business sector, etc.). We see the
existence of several options for access (in some places personalisation options are already being used)
as a sign of the maturity of the government portal. The Dutch portal, www.overheid.nl, is less
advanced on that point than the government portals in other countries.
Having a product catalogue, or not as the case may be, is hardly a distinguishing characteristic
anymore. The product catalogue is a typically Dutch approach, but most countries have a comparable
solution, for example by providing a search engine when one accesses their services. Finally, in more
and more countries access to forms is arranged by having a forms site or by reproducing the forms
with the services/products provided. This is mostly done via PDF-style (printable) facilities (Finland),
but there are also countries that provide the forms more interactively. For example, on the French tax
service website you can gain online access to your own tax return and on the central Canadian portal a
number of matters can be dealt with entirely via the site. In the Dutch case there are no facilities for
central access to electronic forms.
6.3. Intranet between authorities (connections)
The use of intranet between authorities is important so that communication can take place between
government institutions and thus support horizontal integration of service provision (between different
fields or areas of policy) and vertical integration (between different government layers). Not all the
countries surveyed have a national intranet:
−
−
−
−
−

Australia does not link different authorities via an intranet, but does use a secure network
(Fedlink).
Canada has an intranet, which links 80 federal organisation and four provinces (Government
Enterprise Network).
Finland does have a fibre optic network, but in view of the autonomy of the departments the
shared use of this potential intranet is limited.
France has an intranet between the ministries and council of ministers: Administrations En Réseau
(ADER).
In Germany they are in the construction phase of the Informationsverband der Bundesverwaltung.

52

The product catalogue in itself is typically Dutch, but if other countries have prepared a clear overview of their
existing services and products in any form, then we have put these on a par with the product catalogue.
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−
−
−
−

−

−

Japan uses a different intranet at a national level (Kasumigascki) than on a local level. They are
currently working on linking these two intranets.
In the Netherlands a national intranet is under construction (RYX); the municipalities have two
networks (Gemnet and the GBA network).
In Singapore there is an intranet (GovII) that links all government services, on which not only e
mail, but also the use of a public sector smartcard has been implemented.
Sweden is also installing a network with high transmission capacity, which should be operational
by the end of 2002. There are subsidies to link municipalities internally and with each other with
this network: 92% of the municipalities have received such a subsidy.
In the United Kingdom the Government Secure Intranet has been installed, of which the second
release is already operational (GSI2). The growth of use is slow, but this intranet is already being
used to deal with transactions with citizens (e.g. VAT returns).
The United States does not have an intranet for central government.

The Dutch facilities (many of which are still in development) that are provided to government
personnel via RYX (the State Intranet), can certainly be called advanced when compared with other
countries. A start is being made on possibilities for co-operation and knowledge management. The
80,000 connections that now exist represent a relatively good score.
6.4. Existence of policy on the streamlining of basic population registration data
Another indicator is the issue of whether use can be made of authenticated registrations as a basis for
service provision to citizens and businesses. We approach this aspect based on the issue of whether
specific policy has been formulated on the streamlining of basic population registration data.
Table 20 Overview of basic population registration data

Australia
Canada
Finland
France
Germany
Japan
Netherlands
Singapore
Sweden
United Kingdom
United States

Policy on Basic
population reg. data?
No53
No (?)
Yes
Yes
No
No
Yes
Yes (?)
Yes
No
No

On this point the Netherlands is a leader, given the policy that they have been pursuing for years on
basic information records. But the Netherlands is not the only country using it. The Scandinavian
countries also have a similar approach, with basic population registration data being either kept by one
department, or information synchronised using links. France has also begun to formulate an
‘interoperability-framework’ (based on XML). The Anglo-Saxon countries and Germany do not yet
have policy on this, although in the registration of company data we are seeing the first steps in this
direction.

53

A unique business number has been introduced here, which is used by several government departments.
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In addition to policy in this field we have examined to what extent use is made of basic population
registration data in the specific services to citizens and the business sector. The following picture
emerges:
Table 21 Overview of the use of unique number for natural persons
What is the unique number for natural persons in a country used for?
Australia
Canada
Finland
France
Germany
Japan
The
Netherlands
Singapore
Sweden
United
Kingdom
United
States

ID

Pass

x

x

Social
Security

Driving
licence

x
x

x

Tax

x

School

x

Other

x

x

x

x

x

x

-

-

x

x

-

x

x

x

-

-

-

-

-

-

-

-

Source: processing and completion by Eipa (2001).

We can see that the Netherlands tops the list, along with Sweden and Finland. In the Netherlands basic
information records are the basis for five services in the overview. Only Finland has a wider range,
with six services.
6.5. Solutions chosen for secure data interchange, identification, authentication
Identification is a component in information provision, which is necessary for complete handling of
transactions via the Internet or other channels. The issue of identification starts with the existence or
otherwise of a unique number. For businesses, we have recorded this in paragraph 3.4.
In addition to unique registration of legal persons the registration of natural persons is also necessary.
The following picture emerges (Table 22).
Table 22 Overview on the existence of an actual unique identifying personal number
Australia
Canada
Finland
France
Germany
Japan
The Netherlands
Singapore
Sweden
United Kingdom
United States

An actual unique identifying personal number
No
No (?)
Yes
No
No
?
No54
?
Yes
No
No

54

The EU confirms that there are two numbers in circulation: the A-number and the Sofi number (Tax and
Social Security Number).
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Source: processing and completion by Eipa (2001).

Only Finland and Sweden have an actual unique identifying number, which is also widely used by
several government sectors and for several services.
Another question is to what extent this identity also exists in electronic form: are there already
countries that have an electronic identity card? (Table 23)
Table 23 Is there an electronic ID card in the country?

Australia
Canada
Germany
Finland
France
Japan
The Netherlands
Singapore
Sweden
United Kingdom
United States

Is there an electronic
ID card in the country?
No plans
Planned
Already
exists
x
x
x
x
x
x
x
-

Source: processing and completion by Eipa (2001).

We can see that Sweden and Finland (and Singapore) are also leaders in terms of the electronic
identity card. These are countries with a strong public sector. The central registration and use of
personal information in these countries is also less problematic than in other countries. Sweden,
Finland and Singapore thus have the opportunity to flesh out an important component of the
infrastructure for the electronic government.
The last question is aimed at electronic signatures and PKI. Is the data interchange secure? And does it
only apply between government organisations or does it also relate to communication between
government and business/citizen? (Table 24)
Table 24 Electronic signatures and PKI

Australia
Canada
Finland
France
Germany
Japan
The Netherlands
Singapore
Sweden
United Kingdom
United States

Dialogic/ZenC/Argitek

Legislation
adopted?
Yes
Yes
Yes
Yes
Yes
Yes
No
Yes
Yes
Yes
Yes

CA appointed
Yes
?
Yes
?
Yes
Yes
No
Yes
?
Yes
Yes
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Almost all countries have now given legal status to electronic signatures. The European directive has
made the transition to national legislation in almost all countries. In the Netherlands the draft bill is
with the Upper House. The next two challenges lie in the creation of Certification Authorities and the
connecting (to a so-called ‘root’) of these CAs. This is where the approaches differ: the Netherlands,
and also the United Kingdom, are aiming for a root authority, which, as the highest placed authority in
the hierarchy, will have the necessary authority to issue certificates to all the lower-placed authorities.
Australia works with what are known as Bridge authorities. It looks as though in these approaches
various certificate authorities are able to co-exist and ‘reciprocally acknowledge’ each other. We are
seeing the use of certificates - within the government and between government and citizen – but
nowhere does the system already work in a fully integrated fashion. By fully integrated we mean
digital signatures with certificates that are completely regulated down to the root authority.
6.6. Policy on metadata, standardisation and use of ‘open source’
Metadata
The use of metadata is important for citizens and businesses, enabling them to find government
information and services. The Dublin Core Metadata Initiative (DCMI) is an initiative from a group of
professionals from numerous organisations, which aims to promote the development of international
online metadata standards. The aim of DCMI is to achieve standardisation at a meta-information level
for both organisations and individuals. As a result it should be possible to exchange information in a
simple way between organisations and to provide citizens with information.55 DCMI is an
international joint venture between various countries, including the UK, Finland, Germany, Canada
and the United States. DCMI stimulates the use of worldwide inter-operational metadata standards56.
In addition it is developing metadata dictionaries itself, so that sources can be described in an
intelligent manner.
In the Netherlands there are no instructions or guidelines on information structure or metadata
labelling57. Standardisation is regulated by government domain in the Netherlands. Thus education and
healthcare have their own standards, for example.
With regard to the open-standards policy two issues are of interest: is the government aiming for its
organisations to use open standards (such as XML) as much as possible? And what is the policy with
respect to open source (i.e. Linux)? The following pictures emerge from the national studies:
−
−
−
−
−
−

Australia is working on an Interoperability Framework and has bound all government services to
work with metadata when making their information accessible on the Internet.
Canada also has a policy with regard to interoperability and now uses metadata to make
government information accessible.
Finland has chosen XML as communication standard and now has plenty of experience with
Linux.
France is working on policy regarding interoperability.
Germany has taken specific steps in respect of Linux: federal servers already operate on Linux,
and there is expected to be a mass migration from Windows NT to (SuSE) Linux shortly.
No information is known about Japan on this point.

55

Zuurmond and Lammers, De kunst van het vinden – Vooronderzoek naar mogelijkheden tot het verbeteren van
de vindbaarheid van (rijks)overheidsinformation, on behalf of Stichting Itafit, pp 16.
56
The DCMI has developed its own set of metadata called the Dublin Core. This set of metadata consists of 15
descriptive semantic definitions (relation, source, discipline, etc.) that represent the basic elements of different
branches of industry and disciplines.
57
GOL: Nederland, pp 4.
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−

−
−

−

The Netherlands is working on streamlining the basic population registration data for the
interchange of informative data. Municipalities have an exchange format that uses XML58, but on
a national level there is no established policy on this matter as yet.
Finally, there is no information available for Sweden on this matter as yet.
The United Kingdom has an Interoperability Framework that goes beyond XML. There are also
arrangements regarding metadata and browsers (the presentation of information therefore gets the
same look and feel; furthermore accessibility requirements for certain groups of semi-invalids can
be honoured).
The United States has created an XML working group.

On the subject of standardisation we assess the position of the Netherlands as lagging behind. Firstly
because of the lack of policy on metadata, and secondly, although there are many standardisation
initiatives, there is a notable lack of an authoritative body (at national level) that can set standards and
supervise compliance with these standards. In other countries the policy on standardisation is often
specifically laid down with an (authoritative) CIO-type organisation.
6.7. Conclusions and position of the Netherlands
In conclusion we can state that the Netherlands is still missing some important components for the
internal government information infrastructure. The Netherlands performs particularly poorly with
regard to the accessibility of forms and electronic signatures. We already stated, in discussing
management (chapter 2), that the autonomy of the departments (with all the risks of
compartmentalisation) and the local authorities may represent a potential brake to the development of
an electronic government. Electronic government does after all presuppose the installation of a joint
information infrastructure for horizontal and vertical integration. In this country there is no umbrella
organ, or e-government consultations that are involved with national arrangements in the field of
technical standards, standardisation of terms and semantics, communication protocols etc.

Internal government functioning
The Netherlands

Singapore

Germany

Canada

Finland

Australia

France

Sweden

Japan

United States

United Kingdom

In the countries surveyed all governments now have a portal and most of them have some form of
product catalogue or ‘Q&A-based access to information’. The Netherlands is the only country not to
have systematic accessibility to government forms. That is one of the explanations for the fact that the
Netherlands scores lower on the level of transaction service provision via the Internet. As far as
58

This is the Stuf 2.0: standard exchange format, which IT suppliers of municipal applications have agreed to
use as standard communications protocol between the various applications, in consultation with the Dutch
Association of Municipalities.
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intranets are concerned what is notable is that not all countries are aiming for an intranet. Leaders in
this field are now so far progressed that not only are departments linked, but they have also created
links between government layers (vertical integration). The latter is not yet the case in the Netherlands.
The countries surveyed approach the policy with regard to the streamlining of basic population
registration data in different ways. The Netherlands is one of the leaders, along with Finland and
Sweden, which can also be seen in the forms of specific service provision surveyed. The Netherlands
uses basic information records data in numerous forms of service provision. So, although passing on
changes of address in the Netherlands is not online as such, this information is disseminated
systematically in the back office. In addition to policy, what is also important is whether there is an
efficient system of unique numbers. Finland and Sweden are clear leaders in this, with the Netherlands
immediately following. A further step in the possibility of also actually processing electronic services
in the back offices is the availability of an electronic identity card. Again, Finland and Sweden are
ahead of the other countries. The last item, digital signatures are regulated in some countries, but not
every country has a Root Certification Authority (the primary authority for digital certificates).
If we summarise all these findings, we are bound to come to the conclusion that only Finland and
Sweden have all the internal government components needed to actually deal with the service
provision processes electronically in the back offices.

Strong
- streamlining of basic population registration data -
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Weak
Accessibility of electronic forms
Standardisation
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7. e-Democracy
7.1. Introduction
Public access is a significant pillar of democracy. It is evident that modern technology has a huge
influence on the relationship between government and citizen – and in this case it relates to the citizen
in his democratic role as a subject. The Netherlands has formulated an explicit objective on the subject
of transparency and public access: that by the end of 2005 100% of public authorities will conform to
minimum guidelines on ‘democratic basic information’. Against the backdrop of an increasing gulf
between government and citizen, the Internet also serves as a natural forum for public debate. In
various places the Internet has already played a significant role in the public debate: for one-issue
movements it has proved to be an effective means of communication, whereby specific campaigns –
decentralised and anonymous – can also be co-ordinated (think of the demonstrations surrounding the
G7 in Seattle, student demonstrations in Indonesia, and suchlike)59. In the ‘conventional’ political
institutions the impact up till now has been much more limited. One of the reasons is that a link
between the Internet and the existing policy process is often still missing. In addition E-democracy has
so far proved to be an add-on to existing practices. Internet debates, e-mail campaigns and homepages
for politicians are presented as additional ways to reach politicians and voters, supplementing the
existing channels (telephone, post, radio, TV). New applications such as ‘remote voting’ have barely
got off the ground. The above makes it clear in any case that e-Democracy involves more than ‘voting
via the mouse’. It also relates to involvement in policy, access to policy information, transparency and
a government that is continually tuned in to society. ICT is playing a greater and greater role in this.
The Scandinavian countries, the United States and the United Kingdom are leaders in using the
Internet to involve local municipalities in the public debate. In comparison with the United Kingdom
and Finland for example the virtual involvement of citizens in local politics in the Netherlands is
limited (Figure 16 is illustrative – an overview of the penetration of civic webs). Civic Webs are
digital town-style initiatives that are often created by an association of public, private and not-for
profit parties. This dovetails with a development whereby more and more municipalities are setting up
portals where not just public information and services can be accessed, but where other information is
also available (for example on tourism and local activities). Municipalities are working together on
this, with private and non-profit institutions. This hybrid of public and other information appears to
have a favourable effect on the range and use of government information.
In Figure 14 the essential question is, to what extent are these civic webs really rooted in the local
community: to what extent are they interactive virtual ‘public spaces’? The French sites in any event
remain limited – generally speaking - to (flat) information about sport, culture and recreation and
either never, or hardly ever, give information on budgets and citizen consultations etc.

59

Also compare the comments of Ward and Gibson (2001) in EUROPUB (2001) on the rapid spread of the use
of the Internet among smaller parties: “minor parties (particularly those from the extreme right, such as the
British National Party) have been quick to take advantage of the web’s opportunities for unmediated political
communication and ‘have repeatedly stated that the web is one of the few means they have of delivering their
message to voters.’ As such it seems likely that the Internet ‘can enhance the presence of small parties, not least
because they are easier to find than in the traditional media.’ ” An example from the US is the election of
‘outside candidate’ Jesse Ventura as governor of Minnesota. Ventura’s extensive activities on the Internet
(http://www.jesseventura.org/) were a decisive success factor in his election.
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Figure 14 Penetration of Civic Webs within the EU
7.2. Starting points (policy) with regard to public access to accountability information
With the exception of Germany and Singapore all benchmark countries have adopted a law on the
public access to information60. In most countries a discussion is also underway on the issue of whether
the emergence of the information society requires a review of and/or supplement to legislation and
policy with regard to the public access to information.
In the Netherlands the Franken (‘right to knowledge’), Wallage (‘maximum transparency’) and
Doctors van Leeuwen (‘government information must be available free of charge’) committees are
tackling this issue. The conclusions all point in the same direction: the Netherlands must make a
concerted effort to enable active public access to government information. Democratic basic
information should be increasingly accessible on the Internet, as should legislation and regulation, and
policy and administrative information (see paragraph 7.5). An important question here is to what
extent this accessibility already takes place in a systematic way that is easy for businesses and citizens
to find. In Sweden all information is centrally numbered and stored and in Australia, Canada and the
United States metadata is added to increase the chances of finding documents. In the previous chapter
we discussed the fact that the Netherlands does not (yet) use these sorts of methods. But studies are
currently being conducted into a system of meta-information.
In Australia public access to government information is not only guaranteed in the Freedom of
Information Act (1982) but also in the supplementary Online Information Service Obligations (2002).
The situation in Japan is comparable. Although the laws61 on public access to government information
are recent (2001) an additional specific Frame for Electronic Delivery of the Administrative
Information has been drawn up.
60

The timing of this differs somewhat. In Sweden public access to government information was laid down in the
constitution as early as 1766. The French law on public access to administrative documents dates from 1978, the
Australian from 1982, the Dutch and Canadian from 1983. The laws from Finland (1999), the United Kingdom
(2000) and Japan (2001) date from more recently.
61
Law Concerning Access to Information Held by Independent Administrative Institutions (16 March 2001) and
the Law Concerning Access to Information Held by Administrative Organs (1 April 2001).
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In Finland and the US, terms on good practices in information management have also been included in
the laws on public access to administration. The Finnish law, for example, contains the stipulation that
the government has an active duty of publication as far as its activities are concerned. The American
Freedom of Information Act was amended in 1996 on the point of provision of electronic information.
A specific term for example reads that services “may establish ‘multi-track’ response systems to
facilitate the processing of simpler requests, rather than putting all requests in a single ‘queue.’”
In Sweden certain parts of the famous Tryckfrihetsförordning of 1766 (!) were amended (the definition
of documents was broadened, for example). Supplementary separate legislation was decided against.
Germany has not had a general access law until now, but a draft bill (Informationsfreiheitsgesetz) is in
the making. Some individual states have drawn up constitutional rules on the access to government
information. These states are currently working on forms of a general access law, modelled on the
Informationsfreiheitsgesetz. Elsewhere, the European directives on public access to information are
being automatically worked into national legislation.
The ‘toughness’ of the public access clauses only becomes apparent in practice. In general in the
Anglo-Saxon system the government adopts a passive attitude with regard to the provision of
information, but the enforcement of access has now strongly developed in practice and jurisprudence.
In Sweden public access to government information is more firmly anchored in culture and habits.
France, Germany and Singapore in practice only release limited information. ICT is expected to
change these practices. In many cases that requires not only technical intervention, but also a cultural
reversal in government organisations that currently make only a small amount of information public.
7.3. The number of parliamentarians with their own website
This is one of the few comparable quantitative indicators that are available within the topic of eDemocracy. The scores in themselves are of little value. They also show big changes before and after
elections and when a new parliament comes to power62. However, the number does say something
about the attitude of today’s generation of parliamentarians with regard to the use of the Internet in
their relationship with voters. Furthermore, a personal homepage can be used in two ways. Firstly the
active maintenance of a personal website provides an extra media channel for political output that the
parliamentarian – and this is an essential point – determines himself to a large extent (“homepages as
information centres”). Turning it round, a website can be used to get direct feedback from voters on
specific subjects. The Dutch people’s representatives appear to be less aware of these new
possibilities. Table 25 gives an overview of the presence of parliamentarians on the Internet. This
shows that the Netherlands is bringing up the rear. NB: a strict definition of personal homepages has
been used here. Sites that are centrally managed by a court registry or party (http://www.tweede
kamer.nl/ in the Netherlands, http://www.gov.sg/parliament/wmp-index.html in Singapore) have not
been included in this overview63. Apart from that, all political parties in the Lower House have their
own website where voters can get in contact with the party and with parliamentarians. No details are
known about local and regional councils.
Table 25 Politicians with a personal homepage (people’s representatives at national level)
Country
Australia64

Absolute numbers
92 / 150

Percentage
(61 %)

62

See the note on timing in the methodological remarks in paragraph 1.5.
In Singapore the accessibility of parliamentarians is nevertheless exceptionally well-organised. On the central
government site a search can be done by postcode for the relevant MP for that region. All MPs have
(compulsorily) a number of weekly ‘surgeries’.

63

64
http://search.aph.gov.au/search/ParlInfo.ASP?checkboxes=A16&action=results&adv=0&exp=1&
criteria=Content:Personal+home+page;&searchID=2&resultsID=JfQR2&page=1&sort=&return=.
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Canada65
Finland66
France67
Germany68
Japan69
The Netherlands70
Singapore71
Sweden72
United Kingdom73
United States74

175 / 301
178 / 200
54 / 577
437 / 666
357 / 500
37 / 150
/ 85
226 / 349
258 / 659
435 / 435

(58 %)
(89 %)
(9 %)
(66 %)
(71 %)
(25 %)
N/a
(65 %)
(39 %)
(100 %)

7.4. Existence of policy on ICT in policy-making
In every democracy, but particularly in the Anglo-Saxon tradition of checks and balances the citizen as
‘countervailing power’ is of great importance to the functioning of the democratic rules of
engagement. Opportunities for public participation and intervention are therefore very important.
Canada and the United Kingdom for example put a great deal of emphasis on responsive government
(see also chapter 2 on objectives). This targets not only service provision, which takes advantage of
precisely those questions asked, but also the opportunities for citizens to influence policy. ICT is seen
in this context as an important boost for the ‘empowerment’ of citizens. An actual implementation of
this can be found in the Canadian government’s ‘Guideline for Online Consultation’75.
The use of ICT in policy-making needs to be seen in a wider context: it’s about striving for a more
interactive form of policy-making (or ICT as part of a modernising of relations between citizen and
public administration – see chapter 2). The great added value of ICT is that many people can join in
with policy-making irrespective of time and place and that the threshold for interaction (citizens who
can talk back) is as low as possible. In addition attention is drawn to the possibility of considerably
shortening the length of the consultation process, for example. In British policy ICT is specifically
cited as an opportunity for increasing the participation of citizens in the democratic process between
elections76.
The Netherlands has built up a certain name and reputation in the field of interactive policy-making. A
special facility has even been set up in the form of the Expertisebureau Innovatieve Beleidsvorming
(XPIN). One of the core duties of XPIN is the advising of government organisations on innovative
policy-making (innovative mostly refers to the use of ICT for interaction between citizen and
administration). The bureau is working, for instance, on an overview of best practices in ICT and
interactive policy-making. In the Netherlands in the past few years, countless projects have been
implemented and evaluated, in which the Internet is used to involve ‘the citizen’ in policy-making.
Sometimes these projects are very successful, with many participants and lively debate. But there are
also disappointments, when there is a very limited group of participants and results from debates
disappear into a desk drawer. When conducting a foreign search for ICT and interactive policy-making
65
Searches to members with a website via party sites. www.liberal.ca (170 members), www.canadianalliance.ca/index_e.cfm (63 members),
http://www.ndp.ca (14 members), Independent (3 members), searched by name via google.com.
66
http://www.eduskunta.fi/thwfakta/heteka/ek1000e.html, 18x a link to http://www.vasemmistoliitto.fi/, 7x a link to
http://www.kristillisdemokraatit.fi/, 31x a link to http://www.kokoomus.fi/ekr/edustajat/, premier:
http://www.valtioneuvosto.fi/vn/liston/base.lsp?r=471&k=en, 8x a link to?, 113 other pages.
67
http://fr.dir.yahoo.com/exploration_geographique/pays/france/institutions_et_politique/ pouvoir_legislatif/assemblee_nationale/deputes/.
68
http://www.bundestag.de/mdb14/mdb_homepages/A/index.html.
69
http://dir.yahoo.co.jp/Government/Legislative_Branch/House_of_Representatives/Members/.
70
NU.nl, Only a quarter of members of parliament have their own site, http://nu.nl/document?n=57581, 4-6-2002.
71
http://app.Internet.gov.sg/scripts/parliament/cgi/mplist.pl, see also http://www.pap.org.sg/GE2001/candidates/index.php?View=All. A list
of all parliamentarians appears on the site of the Singapore parliament. Using the list you can click to a sub-page with details and a photo of
the parliamentarian. This is possible for all 85 members. Each member also has an e-mail address.
72
http://www.riksdagen.se/folkvald/ledamotr/bokstav/index_en.htm.
73
http://www.parliament.uk/commons/lib/alms.htm. Part own URL, part subdomains of parties with Content Management.
74
http://www.house.gov/house/MemberWWW.html. Applies to both House of Representatives and Senate.
75
In 2001 public consultation was used on 59% of the government sites, compared to a target of 15% electronic interactive policy-making by
the end of 2002 in the Netherlands.
76
Office of the e-Envoy (2001).
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the terminology used must be taken into account. Similar initiatives do exist abroad but often these
don’t fall under the title ‘interactive policy implementation’. In Anglo-Saxon countries they tend to
talk about ‘public participation’ or a ‘grassroots’ approach, for example. A notable fact in any event is
that most of the initiatives in the field of e-Democracy stem from the group of technically trained early
adopters and include technical subjects (with projects at a national/federal level in any case; see the
national studies from Australia, Germany, France and Japan).
Most specific projects where there is talk of involvement in policy are based at local level. That is not
so surprising, since the local level is more in tune with the real world of many citizens. The leaders
here are the Scandinavian countries. The Swedish sister organisation of the VNG (Association of
Dutch Municipatilities) had an extensive project in this field (e-Democracy in Practice). A much
praised example of an active civic web with extensive participation options exists in the municipality
of Bollnäs77. France, the United States and the United Kingdom also have a number of interesting
local projects. The website for the Paris suburb of Issy-les-Moulineaux78 organises online broadcasts
of municipal meetings: citizens can give direct feedback online and ask questions, which are answered
during the meeting. In the Netherlands the inter-departmental project site www.waddenzee.nl is one of
the most comprehensive and detailed consultation sites79.
A hard nut to be cracked here is the question of whether, in practice, there is noticeable feedback from
the results of interactive and virtual discussions. In other words, what happens to the results of the
(electronic) discussions in policy? For example, the digital debates on the French national sites
www.cnil.fr and www.forum-citoyen.fr enjoy a high level of participation, but the actual translation of
contributions from citizens to policy lags behind80. The aim of the French government is still limited to
gauging the opinion of citizens. Canada seems – certainly given the way online consultations and
evaluations are obviously embedded in drafting policy – to take the opinions of its citizens more
seriously. The choice of subjects open for discussion81 does not appear to project a high degree of
priority. An exception to this is the extensive consultation project Ny Flygplats from Swedish air
traffic control, where citizens were allowed to join in the discussion on the location of a new airport
near Stockholm. Due in part to the reactions on this site, the Swedish government has decided not to
go ahead with the construction of the airport.
However, constitutional issues that play a background role in interactive policy-making need to be
taken into account. That is also true of interactive policy-making in the virtual world. An important
aspect for example is political primacy. This has a role in nearly all Western democracies (and
therefore also in the benchmark countries). Interactive policy-making means that citizens get a vote in
the political process. This is at partly at odds with a system in which the public elects a parliament
once every four years. The question up for discussion in particular is which opinion will tip the scale
in a decision: the opinion of a person in the four-yearly elected parliament and government (the
primacy of politics) or the opinion of a (not always representative) group of citizens that has taken part
in an interactive process. This issue plays out in many countries. This is also a reason why results from
interactive processes can be ignored by politics. In the case of ICT and interactive policy the digital
gulf takes on extra magnitude. In a democracy every citizen has a vote. This rule comes under pressure
whenever it appears that not every citizen can make a virtual vote heard. The fact is ICT is influencing
political decision-making more and more. It is, after all, becoming easier to speak to administrators
about their decisions and – in some cases – blow the whistle on them by very targeted campaigns by
limited groups (consider the campaign stopdeveiling.nl for instance).
7.5. Accessibility of legislation and regulations on the Internet

77

http://bollnas.se.
http://www.issy.com/e-democracy/. See also the site for Amiens, www.amiens.com.
79
NB: once again this deals with a project with a clear focus (cf. one issue movements).
80
Office of the e-Envoy (2001).
81
Environmental Assessment Act, Draft Action Plan on Basic Education/CIDA, Status of Women Canada.
78
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An oft-heard expression is that every citizen is deemed to know the law. That means that the law must
actually be freely available. In all countries the basic wordings of acts are now available via the
Internet. The distinguishing characteristic of this variable lies less in the percentage of texts that are
available, but rather in the speed and ease with which pieces of text can be found. As far as the first
point is concerned the indexing of texts using metadata and the like (see paragraph 6.7 on
standardisation) has a role to play. The provision of advanced search functionalities is one of the
points on which commercial sites in a number of countries82 are trying to distinguish themselves from
public sites that are available free of charge. These sites, in general, provide a wider selection of
wordings of acts than the elementary public sites.
Australia has the most far-reaching policy on public access to legal information. Under the Osio rule
departments are obliged to publish all their legislation and regulations electronically in the LawSearch
database. The information in the database is refreshed every night and verified as official
‘Commonwealth Government’ information. The Australian site Scale-Plus also provides a signalling
service: if there are specific changes in legislation and regulations, users who have indicated that
specific area as being of interest are actively notified of the fact.
In the Netherlands the construction and management of the public laws site has recently been
subcontracted to the owner of the existing commercial site, the SDU. In the first instance all laws,
Governmental Decrees and Royal Decrees are being made accessible. Later (2003-2006) ministerial
regulations and bye-laws from independent administrative organs and public-law business
organisations will follow. The Netherlands will then have one of the most extensive systems in this
field (although by this time the systems in other countries will no doubt be further developed as well).

82

www.jurisweb.de in Germany, www.jurifrance.com in France, http://wettenbank.sdu.nl in the Netherlands,
www.lawnet.com.sg in Singapore and www.notisum.se in Sweden.
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Table 26 Overview of legal sites
Land
Australia

Canada

Germany

Description

URL

SCALEplus: legislation of the Commonwealth and non self-governing
Territories
http://scaleplus.law.gov.au/

http://scaletext.law.gov.au/

Central search engine with database into which the latest legislation and
regulations are uploaded every night. All information in the database is
verified as official Commonwealth government information.
Consolidated Statutes and Regulations

http://www.lawsearch.gov.au/

Canadian legislation: access to Canadian federal and provincial statutes,
regulations and legislative information

http://www.legis.ca/en/

http://laws.justice.gc.ca/en/

In einer Kooperation mit dem Bundesministerium der Justiz und der Juris http://bundesrecht.juris.de/bundesrecht/ =
GmbH stellen wir Ihnen hier eine Vielzahl an Bundesgesetzen und
http://www.staat-modern.de/gesetze/
Rechtsverordnungen zur Verfügung.
Rechtsprechung, Pressemitteilungen, Literatur/Fakten, Gesetze und
Rechtsverordnungen, Bundesanzeiger und Verwaltungsvorschriften.

http://www.jurisweb.de/

Finland

FINLEX – legislation, acts, decrees, judgements

France

Legifrance – La Constitution, codes, lois, règlements, jurisprudence

http://www.finlex.fi/
http://www.finlex.fi/english/index.html
http://www.legifrance.gouv.fr/

Législation, jurisprudence

http://www.jurifrance.com/

Japan
Singapore

Sweden

The
Netherlands

United
Kingdom

United States

http://law.e-gov.go.jp/cgi-bin/idxsearch.cgi
Singapore Statutes Online

http://statutes.agc.gov.sg/

LawNet is a legal information network providing access to databases on
Singapore law including case law, legislation, company searches, and
conveyancing information.

http://www.lawnet.com.sg/

Lagrummet

http://www.lagrummet.gov.se/

Regeringskansliets rättsdatabaser

http://194.52.125.3

Rättsnätet – Swedish legislation

http://www.notisum.se/

Government law database containing acts and general measures of the
administration and other royal decrees of a regulatory nature (later:
ministerial regulations, etc.).

http://www.wetten.nl/

SDU Wettenbank is the online database containing all wordings of acts
and decrees83.

http://wettenbank.sdu.nl/

UK legislation - full text of all Public and Local Acts of the UK
Parliament, the Explanatory Notes to Public Acts, Statutory Instruments
and Draft Statutory Instruments; and Measures of the General Synod of
the Church of England.

http://www.legislation.hmso.gov.uk/

Court Service website

http://www.courtservice.gov.uk

THOMAS (U.S. Congress) – legislative information: Bills, Laws, …

http://thomas.loc.gov/

FindLaw Lawcrawler

http://lawcrawler.findlaw.com/

7.6. Accessibility of policy information on the Internet
The picture that emerges from the national studies is that online accessibility of policy information is
part of the previously discussed policy on public access to accountability information. Countries that
score low on the last aspect (Germany, France), also score low on this aspect. Other countries score
high on both aspects, e.g. Sweden, where even sensitive information such as internal matters in dispute
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It has been agreed with the SDU that, prior to the launch of the public site, the wording of legislation and
regulations with simple search options shall be made available to the public. Copyright and accountability
relating to these texts however remains with SDU.
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between ministries and rejected budget proposals are published84. In neighbouring Finland the Open
Government Act stipulates that all documents that have anything to do with decision-making, are made
public before decisions are taken. The policy in this area is emphatically geared towards increasing the
accessibility of policy documents85 at the beginning of the policy cycle. The forum site for the Finnish
national government, www.otakanaa.fi – one of the best-known best practices in the field of
interactive policy-making – also expressly addresses subjects that are still in the early stages of the
policy process.
The majority of the other countries want to make as much policy information public as possible. The
wordings leave a lot of room for manoeuvre, in general; practice must therefore show to what extent
actual openness of affairs is given. In Canada the wording is more stringent (all policy information
must be made accessible apart from a few specific limited exceptions) than in France for example (a
citizen has the right to all documents that are necessary for the exercising of his or her citizenship).
The United States in fact regards government information as a ‘valuable national resource’86. A
significant part of this information has also actually been made accessible in a low-threshold manner
in the powerful GILS-index87 of information systems, databases and archives88. The federal
government is legally obliged to maintain a GILS service.
Japan has a proven record of service in the field of access to government information. The information
is spread over a number of sites89, but there is a powerful meta-search engine that searches all
government sites90.
General policy in the Netherlands on public access to administration is geared towards making as
much public information available online as possible (free of charge) (see paragraph 7.1). Democratic
basic information must be 100% electronically accessible. This basic information also includes diaries,
reports and other public documents from representative organs. On a national level the information is
accessible free of charge anyway (for example via www.government.nl). The (further) accessibility to
policy information at a local level (using council information systems) is stimulated with subsidies
from the national government (see paragraph 7.3). In addition to these pro-active routes information
can also be requested from all government agencies via the Government Information (Public Access)
Act for a small fee. There is no central registration of policy documents in the Netherlands like in
Sweden. Finding documents can be a problem, but in principle the majority of all relevant policy
information is available.
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It is notable that according to a Swedish survey the Swedish government offers far less insight into policy
information than the local and regional authorities. In the light of the above this means that the level of
transparency at the lower levels must be extraordinarily high.
85
Finland has an online register for (reform and study) projects and ‘legal preparatory documents’ (reports to
parliament, committees and government institutions, press releases, speeches by politicians, transcripts of
debates in parliament). The register is intended for both internal (officials, politicians) and external use (public,
press).
86
Executive Office of the President & Office of Management and Budget (4 August 1983, revised 1999).
87
Government Information Locator Service.
88
Furthermore the ‘national security clause’ counts as an important exception in the public access to
information. This is a trump card that after will be played more often after the events in New York in 2001 than
is already the case, for example with regard to information on defence budgets and defence-related research
(under the flag of DoD billions of US$ annually are spent on basic and applied research).
89
Parliamentary information (from 1947!) at http://kokkai.ndl.go.jp, official information at http://kanpou.pb
mof.go.jp, documents at http://files.e-gov.go.jp/servlet/Fsearch.
90
http://clearing.e-gov.go.jp./cgi-bin/HpSchSearch.cgi?LANG=1.
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7.7. Conclusions and the position of the Netherlands
The Netherlands scores above average among the benchmark countries on e-Democracy. The
Netherlands has also formulated the following intention on the point of public access to government
information, as part of the policy geared towards electronic government: by the end of 2005 100% of
public bodies will conform to the minimum guidelines for democratic basic information. The actual
transparency will be evidenced by the extent to which the government makes information available to
its citizens either proactively or reactively. Public access to information is not as strongly anchored in
the Dutch administration culture as it is in Sweden, but nor is there a tradition of reticence as in France
and Germany. In theory, there are proper means of subsequently accessing information (Government
Information (Public Access) Act). In practice the use of this method is less well developed than in the
Anglo-Saxon countries, for example (notably the United States and the United Kingdom). The active
use of the Internet by Dutch parliamentarians is low; only France achieves a lower score on this
variable. This is a missed opportunity, certainly in view of the high Internet penetration among the
Dutch population. The Netherlands has plenty of experience in the field of interactive policy-making.
The field as a whole, however, is still not very developed, and little feedback is noticeable in policy.
The Dutch national government actively directs the application of interactive policy-making in
municipalities. All basic legislation is now available on the Internet, but that is also the case in most
other countries.
e-Democracy
The Netherlands
Singapore

Germany

Canada

Finland

-

Australia

Sweden
United States

Strong
- General policy with regard to public access
to (policy) information is geared towards
complete transparency.
- A lot of experience with interactive policy
making.
- Online availability of legislation and
regulations is good and accessible free of
charge.
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Japan
United Kingdom

Weak
- Active use of the Internet by
parliamentarians.
- Systematic access (and metadating) of
government and policy information
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8. Conclusions
8.1. Introduction
The aim of the benchmark was to show how far the development and penetration of ICT in the public
sector in the Netherlands has progressed and what ‘state of the art’ means when discussing electronic
government. We have done this by giving a picture of the relative position of the Netherlands in the
field of electronic government compared with a number of leading countries. In this, we have used a
way of measuring that in our opinion does justice to the many aspects of the broad term electronic
government. In the ‘flywheel’ of electronic government a broad spectrum of relevant topics and
indicators come up for discussion.
The overall picture that emerges from the preceding chapters is that the Netherlands is not one of the
leaders. In two subjects the Netherlands scores above average (service provision to the citizen and eDemocracy) and in four, below average. The overall picture shows a clear broad leading group, with
countries like Canada, Singapore, the US and Australia and on the European continent Finland and
Sweden. In these countries we see that interaction and transactions via channels such as the Internet
are increasingly possible, while the Netherlands mainly provides information on its Internet sites.
Finland in particular (and to a lesser extent Sweden) is a leader, because the link between front office
and back office is well-designed, with clear standardisation arrangements, with functioning basic
information records as a ‘foundation’ to service provision, electronic signatures, and even in some
places proactive service provision and suchlike. Here we see that ‘the flywheel will work’ because all
the relevant building blocks have been well thought-out. We will run through the pictures from the
previous chapters by topic, and then give a comparison with the results from the previous ICT
benchmark and conclude with a short interpretation of the results and an epilogue.
8.2. Position of the Netherlands by topic
The Netherlands scores below average on the topic of policy and administration. One of the
Netherlands’ weaknesses compared to other countries is the management of electronic government.
Less hangs on this than is the case in other countries (at the level of the department of the minister
president or the ministry of finance). The fact that the Netherlands has a culture of administration that
seems to be at odds with central administration and management also needs to be weighed up. There
also appears to be a lower priority on the political agenda for the subject of electronic government
compared with other countries, which is evidenced for example by a lack of political debate on the
subject. Various countries now have a sort of ‘Chief Information Officer’, someone (or a specific
organisation) that has ultimate responsibility government-wide for the (technical aspects of) eGovernment developments. The Netherlands does not have this structure. The involvement of the
market sector (in public-private co-operative structures) in the development of electronic government
also lags behind other countries. One positive aspect is that the target of 25% electronic service
provision has been attained and the policy seizes upon the full breadth of the subject of electronic
government.
The Netherlands achieves one of the lowest scores on preconditions. The high Internet penetration –
particularly in households – in this country is a particular positive, whilst the fact that electronic
signatures and the root CA are not yet regulated is a negative. In all likelihood all municipalities will
be online by the end of 2002. Only, this will no longer be considered a distinguishing achievement
because nearly all countries are now at that stage. Before long benchmarks will no longer serve a
purpose - the data is now a constant, rather than a variable. It is notable that the presence of Dutch
(municipal) authorities on the Internet has been realised quite late. This precondition was realised
earlier in other countries and that may have a positive effect (habituation, extent of development of
services) on aspects of use.
The Netherlands achieves quite a good score on the topic service provision to citizens. This relates
particularly to the actual electronic service provision that we examined (specific services where we
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also looked ‘behind the site’), and not to the penetration of electronic service provision (breadth of the
range) in a general sense. The income tax return and a facility like the GBA (the Municipal Personal
Records Database), which passes on changes of address electronically to numerous other government
organisations) appear to be advanced forms of service provision. Other positive points are the use of
government sites by the public and the fact that in the Netherlands they are at pains to survey the
wishes and preconditions of citizens with regard to an electronic government. A similar Q&A
orientation may provide an important impetus for the development of services for which there is a real
need.
Electronic service provision to businesses is not well developed in the Netherlands. This leaves the
Netherlands bringing up the rear. The one-Stop-shop for business in the Netherlands has not been
fleshed out much, compared with the other countries. The Netherlands is still in the pilot phase. There
can certainly be no talk yet of integrated service provision. While the tax service scores well with the
citizens, this is not yet the case with businesses. Electronic communication with customs is possible,
but that is the case in nearly all other countries (most countries score over 90% on this point). Dealing
with VAT returns electronically is not possible in the Netherlands, yet this is a transaction that
businesses have to carry out at least once a quarter. It seems as if e-Government policy in the
Netherlands in the past few years has concentrated on the citizen. This is notable because in many
countries it is precisely the opposite - service provision to businesses has priority. After all, most
interaction takes place here and therefore there is more ‘profit’ to be gained.
In the field of internal functioning of the government the Netherlands also scores below average. This
is principally because of the lack of facilities in terms of electronic forms, the fact that there is no
policy on metadata and standardisation (as on the matter of XML), but also because of the lack of
actual unique numbers for natural and legal persons. Positives are the use of authenticated registrations
and the policy on streamlining of basic population registration data. The aspects in question are
already well developed in the Netherlands and in several places we have already seen the positive
effects in the quality of service provision.
In the field of e-Democracy the Netherlands scores above average. A great deal of attention is paid to
public access to government information and participation (interactive policy-making) via the Internet.
The access to legislation and regulations is now at a high level in nearly all countries, but the
Netherlands has arranged their availability and (free) access quite well. The Netherlands is one of the
countries that are actively making a start on interaction via the Internet (using subsidies to
municipalities in this area and a facility like Xpin). A minus point is the low use of the medium of the
Internet by parliamentarians.
If we go through the results by topic for all benchmark countries, the following picture emerges:
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Figure 15 Total overview of benchmark countries by topic (volgorde landen)
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8.3. Picture compared to previous ICT benchmark
Because we, after consultation with the client, have worked with a different (adjusted and expanded)
measuring instrument compared to the previous measurement, it is difficult to indicate the real
measurement of progress compared with the International ICT benchmark 2000. Where comparison is
possible, this is discussed in this report.
Our picture with regard to policy and administration does not differ essentially from that of two years
ago, when it was found that “in countries like Australia, Canada, Singapore, the US and the UK more
politically ambitious targets had been formulated. Most countries in this leading group have set up
special government-wide organisations or appointed functionaries for the realisation of e-Government
ambitions, and are driven by a vision from above.”91
In the previous measurement (ICT benchmark 2000) under preconditions we only looked at PKI. The
conclusion then was that “the Netherlands is bringing up the rear in terms of the Public Key
Infrastructure92”. We think that this is still the case (indeed, in the last two years a number of other
countries have managed legislation concerning digital signatures and the regulation of a root CA) but
is nevertheless only temporary. If the Dutch Upper House adopts the bill and the root CA is appointed,
the backlog will cease to exist. What will then matter most is to link the front office to infrastructural
facilities, but the other countries are not very far advanced on this point either.
In comparison with the ICT benchmark 2000 we cannot indicate whether ground has been won in
terms of electronic service provision, but it has become more obvious that a broader definition of
electronic service provision is necessary. The conclusion two years ago was that “in terms of actual
electronic service provision, such as making forms and transaction options available, the Dutch
experience is limited to a number of authorities at national level and a number of large
municipalities93”. A comparison with the benchmark of two years ago is particularly difficult to make,
because we have used more indicators in this benchmark and also made a stricter distinction between
service provision to the citizen and service provision to the business sector.
On the matter of internal functioning of the government various conclusions were drawn in the
previous measurement. For example, it was stated that the Netherlands is a solid average performer on
the matter of authenticated registrations, that the Netherlands is average in terms of the availability of
a government network and that as far as Internet access and e-mail from one’s place of work in the
government are concerned, the Netherlands is in the middle bracket and among the frontrunners
respectively94. We did not include this last point in our measurement. There were no current figures
available on the subject. Furthermore in our opinion this subject is or will soon no longer be a
distinguishing criterion, and benchmarking on this point serves less purpose. With regard to
authenticated registrations the picture, in our measurement, is coloured in the sense that we judge the
policy in the Netherlands with regard to the streamlining of basic population registration data to be a
positive and the lack of actual unique identifying numbers for natural and legal persons to be a
negative. In our measurement the Netherlands is not in the middle bracket in terms of the internal
functioning of the government, but scores below average.
Compared with two years ago there has been no radical shift in position on the matter of e-Democracy
compared with the other countries. The conclusion from the ICT benchmark 2000 reads: “In the
Netherlands, as abroad, a start has been made in consulting citizens in policy-making”95. It is also
91

International ICT benchmark, 2000, p. 71.
International ICT benchmark, 2000 p. 73.
93
International ICT benchmark, 2000 p. 88.
94
International ICT benchmark, 2000 p. 75 and 77.
95
International ICT benchmark, 2000 p. 83.
92
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stated (but not in a comparative sense) that the Dutch government makes good use of the Internet to
make its information accessible. Our conclusion is that the Netherlands scores above average on eDemocracy, a picture that is based on a large number of indicators.
8.4. Interpretation of the results and epilogue
In contrast to the poor results for the Netherlands in the benchmark is the fact that the Netherlands – as
we’ve said – has achieved its objective with regard to electronic service provision (25% electronic
service provision by 2002) and that the policy with regard to electronic government has been fully
formulated in the sense that it makes a deep impression on virtually all relevant aspects. The
Netherlands, in terms of policy, is clearly not just addressing Internet service provision, but also the
back office and preconditions, while interactive policy-making and transparency of the government
have also been found to be important.
A comment on other countries is that the risk of ‘window-dressing’ does occur. If investment is only
made on the ‘surface’ of government service provision, these countries will experience problems in the
future because fundamental, internal government problems (notably unique, identifying numbers in
basic information records and standardisation of basic population registration data) are not being
solved. The Netherlands might end up in the leading group in the short term if it takes a firm hold in
these areas. However, even in those circumstances it will find it difficult to overtake a country like
Finland, because that country is already well advanced in the integration of front office and back
office, and because in a number of cases the Finnish government has already transformed its
organisation. We found that the registration of births in Finland can be handled directly at the hospital,
that car importers or garages can write out certificates of registration and that the tax service already
fills in the returns itself (proactive service provision). Finland doesn’t attain the highest score in this
benchmark, but that mainly seems down to our set of indicators (we do have indicators for the
provision of online services but not for the organisation of the service provision to the extent that visits
to a site are no longer necessary). The most advanced, intelligent service provision (such as the
organisation of child benefit in the Netherlands) is not very apparent and therefore difficult to
measure.
From the above it also becomes clear that in the Netherlands this is not caused by policy development.
But the implementation and the completion time of the plans (think of a subject like one-Stop-shop for
business or PKI) does present a problem. Other countries are leaving us behind in terms of skill and
implementation. The administrative culture in the Netherlands (the polder model) and the relative
autonomy of the various administrative layers may explain this. At the root of the decisiveness that we
have observed in several countries (Singapore in particular scores very strongly on this point) there is,
in most cases, a strong political commitment and an available budget that corresponds to this. These
are also a few aspects that are certainly open to improvement in our own country. Electronic
government has not featured on the list of priorities of all ministers in the last two cabinets and we are
also seeing that there has not been a great deal of government attention paid to stimulating e-Business
for example. In countries where that has been the case, we are seeing a faster development of virtual
one-Stop-shops for business and of options for the business sector to conclude all sorts of transactions
between government and the business sector online.
Electronic government is not just about the Internet and websites. Having websites and making
information about government services and products accessible on them is only the first step, and is no
longer a sufficiently distinguishing characteristic. In this sense a benchmark like this is a dynamic
activity; in each period new topics and areas for attention will need to be incorporated into the
measurement, and old areas for attention can be removed, not because they are no longer important,
but principally because all countries that are of interest now score 100% on that topic. The next steps
and challenges for the policy lie more in the extent to which the government succeeds in:
− installing information links between the front office (such as the website with transaction services
for a government organisation) and the back office (with the major administrative processing
systems);
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−

using information-infrastructure-components (such as electronic signatures, PKI, basic
information records) as a foundation for electronic interaction and transactions with citizens (G-C)
and companies (G-B/B-G).

It is these two elements that increasingly determine whether someone is a leader in terms of electronic
government. The next step or challenge is therefore based on the issue of whether the different
government organisations are able to co-operate with each other (G-G) and can manage to reorganise
their business processes. ICT is often a driving force in bringing about organisational change; one joint
ICT infrastructure that helps to support all business and service provision processes will lead to a
renewed government (transformation), which pulls away from the traditional compartmentalisation. A
government in transformation (of which Finland is probably the most striking example) changes its
service provision processes and its business operations and ensures transparency for citizens and the
business sector. ‘Empowerment’ of the independent citizen and entrepreneur is considered of
paramount importance in this approach. Authorities will then have to ‘change’ and ‘chain’. ‘Change’
aims at making adjustments in the organisation and working processes based on questions from
citizens and businesses. ‘Chaining’ aims at co-operation with other government organisations (vertical
integration) and between functional areas or policy areas (horizontal integration) that play a role in the
‘value chain’ for the citizen or the business. Governments that manage to realise these developments
seem to be the best prepared for the information society.
We finish with an overall summary of the observed strengths and weaknesses of the Netherlands
compared to countries in the benchmark.
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Table 27 Overview of observed strengths and weaknesses of the Netherlands
Strong
Weak
Management and administration
- Target 25% electronic service provision attained; - Management;
- Involvement of politics in the subject;
- Objectives over full breadth of the domain of
- PPS: relatively weak (nor does the government
electronic government;
have a strong guiding role in this).
- Measurement of progress

- Internet penetration in households

Preconditions
- Electronic signatures not yet operational and no
CA (certification authority) appointed;
- No unique business registration;
- Late development of range of government sites

Service provision to citizens
- Penetration of electronic services (provision);
- Use (online contact with the government);
- Development phase (extent of maturity) of
- Income tax: 70% electronic;
electronic services: emphasis lies on provision of
- Measuring of opinions and wishes of the public
information;
- Integrated service provision lagging behind.

- Customs: 93% electronic

Service provision to businesses
- Penetration of electronic services (provision)
total;
- VAT and e-Procurement;
- Development phase (extent of maturity) of
electronic services;
- Integrated service provision lagging behind: no
national one-Stop-shop for business.

Internal functioning of government
- Streamlining of basic population registration
- Accessibility of electronic forms;
data.
Standardisation.
e-Democracy
- Active use of the Internet by parliamentarians;
- General policy on public access to (policy)
- Systematic accessibility (and metadating) of
information geared towards complete
government and policy information.
transparency;
- A lot of experience in interactive policy-making;
- Online availability of legislation and regulations
is good and accessible free of charge.
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Appendix I – National studies
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1. The Netherlands
Population (2001):
GNP (2000) 96:
GNP/capita (2000):
Government spending (% GNP, 1999)98:
Central government debt (% GNP, 1994):
Administrative structure:

15.9 million
483 € billion97
30.372 €
43.2
51.3
Decentralised unitary state

1.1 Policy and objectives of e-Government
1.1.1
Expenditure
The budget for e-Government is difficult to ascertain. There are various action programmes, each with
their own budgets. Many e-Government investments are included in the regular budgets. This is the
case for all countries in this survey. If we nevertheless take the EITO-data as a starting point (see
Table 4), then we can see that the Netherlands is in the main group. The leading group is represented
by Sweden and Finland.
1.1.2
Management and organisation
The Minister of Economic Affairs co-ordinates ICT policy. He reports to the cabinet on the progress
on e-Government. Ministries, provinces and municipalities are autonomous in terms of their internal
information provision. The ministries develop e-Government policy and translate this into
implementation programmes. Inter-departmental programmes are set by the Dutch organization for
ICT and Government (ICTU). The ICTU comes under the responsibility of a number of ministries.
ICT and Electronic Government form an integral part of the existing policy and cut across existing
portfolios and mandates. Management Committees on which the major departments have a seat are
worked with on important dossiers, where ICT innovations play a major part. There are Management
Committees for ICT and administrative charges, Streamlining of basic population registration data and
PKI. The Netherlands does not have a Chief Information Officer (CIO) nor a monocratic minister who
is ultimately politically responsible. Finally, a cooperation arrangement has been set up between
Central Government and the municipalities (E-gem) outside this structure, in collaboration with the
Association of Netherlands Municipalities, which will promote more cohesion in municipal ICT (by
means of architectures).
1.1.3
Policy objectives
The Netherlands has formulated objectives99 on three aspects of electronic government:
1. Accessibility:
− By the end of 2002 all the municipalities will have a website;
− By the end of 2005 100% of the public bodies will conform to minimum guidelines on
democratic basic information.
2. Service provision:
− By the end of 2002 at least 25% of the overall service provision must be capable of being
carried out electronically.
96

OECD (2001).
EITO (2002).
98
OECD Factbook (2001).
97

99

Lower House of the States General (assembly year 2001-2002). Budget for the Ministry of the Interior and Kingdom
Relations 2002 (parliamentary document 28000 VII). The Hague: Lower House of the States General
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3. Participation:
− By the end of 2002 15% of the government agencies will have a website with interactive
decision-making instruments.
From the measurement that the Netherlands has carried out with regard to the objective of 25%
electronic service provision, it turns out that this objective has been attained100. In 2001 all ministries
and provinces and 70% of the municipalities had a website. On 16 May 2002101 425 municipalities
were online (85.7%). The aim is to have all municipalities on the Internet by the end of 2002. A
‘sweeping campaign’ and various subsidy schemes have been created for that purpose.
The reduction of the administrative financial burden is difficult to measure. The area of compulsory
legislation and regulations is enormously complex. The likelihood is (based on the most recent figures
from the EIM) that between 1994 and 1999 there was a real reduction of the financial burden of
around 6.5%.
The Netherlands set up a PKI taskforce in 1999 to enable reliable and confidential communication. In
2002 the municipal PKI infrastructure was contracted out.
The identity card is being suited to electronic identification. Experiments in this field have been
carried out and by 2005 five million identity cards should be issued, so that the government can
provide the citizen with electronic services that require reliable identification.
1.1.4
Administration philosophy
The policy addresses a number of topics. Improving the service provision for businesses and citizens,
through the introduction of electronic services (product catalogues with accompanying forms on the
Internet), the Q&A-based setting up of contacts with the government (one-Stop-shops for business and
care etc.) and the reduction of administrative costs. Work is not only being done on the front-office
side – the back office is being re-arranged: streamlining of basic population registration data. To get
front office and back office to cooperate ‘end to end’, identification and authentication are crucial. The
PKI and electronic identity card projects serve this purpose.
Besides service provision, participation and accessibility are high on the policy agenda. Therefore all
laws are freely accessible and municipalities are granted subsidies to make their democratic basic
information accessible. In the coming years the communication function will be modernised, with the
aim of achieving greater transparency. Finally, innovative policy-making is being actively stimulated,
for instance through the setting up of Xpin.
1.1.5
Policy documents and legislation
De Digitale Delta (The Digital Delta) (1999) describes the broader ICT policy, taking the stimulation
of the use of ICT in Dutch society as a topic. De Digitale Delta places the emphasis on the
strengthening of the ICT base in the Netherlands and the role that the government itself can play in
this. It talks about five pillars on which the base rests: telecommunications infrastructure,
strengthening know-how and innovative power, access and skills of citizens, changed regulations and
the use of ICT in the Public Sector.
The Actieprogramma Elektronische Overheid (Action programme for Electronic Government)
(1998)102 was set up for the ICT policy that addresses government (e-Government) to give a strong
impetus to the improvement of quality and service (customer focus), efficiency (cost savings) and
effectiveness (scope of target group) of public service provision by a targeted use of ICT. Real and
measurable objectives have been cited for the period between 1998 and 2006.
100

Advies.overheid.nl: public service provision 25% electronic; single-measure electronic service provision
(2002).
101
Source: advies.overheid.nl
102
Ministry of the Interior and Kingdom Relations, 1999.
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1.2 Preconditions for citizens and businesses
1.2.1
Internet penetration
With 58.1% the Netherlands achieves a high score in the field of Internet penetration (see Table 5).
This means that an important precondition has been met. Government organisations that make their
services accessible via the Internet know that a very large part of their target group can be reached via
this channel. The Internet penetration of businesses in both small and large enterprises (79 and 88%
respectively) is somewhat (but not dramatically) behind this penetration in other countries (see Table
6).
1.2.2
Unique business registration number
A basic business register (BBR) is in development. Once this system comes into effect (2005)
companies will have a unique identification number. Currently various numbers are in use, depending
on the government organisation that businesses are communicating with.
1.2.3
Percentage of websites for government institutions
From a survey in 2000103 it appears that only 27% of the municipalities in the Netherlands had a
website for citizens (see Table 9) . Then, that was way below the EU average. In the period 2000-2002
however, according to Advies Overheid.nl growth was phenomenal. At the last count (24 June 2002)
the percentage was more than 87%.
1.2.4
Electronic signatures
The “Electronic signatures” bill (Lower House, 27.743, 2002) regulates the legal consequences of
electronic signatures, including granting them equal rights with written signatures. It also regulates the
liability of certification service providers that issue certificates to the public and the supervision of
these service providers. No legislation has yet been adopted – a draft bill passed through the Lower
House on 14 March 2002 and is now with the Upper House. As far as the judicial implementation of
the European directive is concerned, the Netherlands is bringing up the rear.
1.3 Service provision to citizens
1.3.1
Electronic service provision to citizens
The target percentage here is for 25% of public services to be electronic in 2002. This target had
already been reached by the end of 2001 (26% for citizens). The central government sec scores much
higher.
In addition to a high number of websites for government institutions, the Netherlands has a
government portal (www.overheid.nl), a product catalogue for municipalities (see for example the
cities Sliedrecht, Enschede, Maassluis at www.advies.overheid.nl) and will shortly have a national
product catalogue. By the end of 2002 all municipalities should be linked to it, more than 400
municipalities will have installed the product catalogue and the national product catalogue will also be
ready. The electronic forms site is not yet available. There are, however, numerous individual
initiatives to improve the internal functioning of the government. Table 7 gives an overview of the
number of online services.
With the exception of income tax, the Netherlands comes out below the European average across the
board in the e-Europe benchmark. Our own research on this point colours this picture as follows:
103

Flash Eurobarometer 79, April 2000. Advies Overheid.nl quotes a percentage of 34% for the same period.
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−
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Birth registration: cannot be done electronically.
Application for extract from birth register: cannot be done electronically.
Change of address: on the whole, cannot be done electronically (only on about 12% of municipal
websites), but once it is passed on to municipalities, there are around 600 government
organisations as client who will receive a copy of this transaction if it’s relevant. To this end
around 60 million messages are sent. Cities like Amersfoort and Apeldoorn do offer the option of
passing on changes of address electronically. The applicant is identified using a combination of
the SoFi number (Tax and Social Security Number) and the number of their ID card.
Registering new car. In the Netherlands this is done by the dealer, who used to have to go to the
post office do to so. Since April 2002 the dealer has had the option of arranging this directly with
an Internet application, from the garage. Garage owners and the Government Road Transport
Agency (RDW) use their own PKI for this purpose. Registration is valid for all cars, with the
exception of those cars that are exported to the Netherlands from outside the dealers’ network. The
address details are extracted online from the population register.
Income tax return. The Tax Service has a system whereby certain target groups don’t have to file a
return (1 permanent employer, low wage or on benefit). Of the group of Dutch nationals that have
to file a return, 70% are now doing so electronically. The tax service uses its own digital signature
(a one-off pin-code). This is linked to the information in the population register.

1.3.2
Status of electronic service provision to citizens
Electronic service provision in the Netherlands exists principally in the provision of information. The
opportunities for interaction and transaction are still limited. Table 14 shows how the Dutch fares in
comparison to other countries.
1.3.3
Use of electronic service provision by citizens
On the matter of use (online contact with the government) the Netherlands scores comparatively well.
The Netherlands is in the lead middle group, along with Australia and the US (Table 11). For the ICT
benchmark the state of affairs with regard to a number of specific (electronic) services are studied in
more depth (Table 27).
Table 27 Services for citizens
Birth registration
Change of address

Registering new car

Income tax

Responsibility
Electronic
Local, Registry of births, Return not electronic
deaths and marriages
Local, municipalities
Changes of address can be passed
on electronically on 12% of the
municipal websites.

Government Road
Transport Agency
(RDW)
Tax Service
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Use
Not relevant

Each year sixty million
messages are exchanged
over the GBA. The GBA has
several hundred consumers
The GBA (Municipal Personal
of information, including the
Records Database), which has been Tax Service, Sociale
in existence since 1994, holds the
Verzekeringsbank and
address details of citizens among
pension funds.
other things. This administration is
fully computerised. Before its
introduction details were kept up
to-date on personal cards.
Municipalities exchange data via
an electronic data interchange
network.
Yes (Internet application – since
Not known
April 2002)

Yes
Income tax:
1. Via Easytax since 1996 (private
individuals)

Easytax: in 2001 1,870,000
e-Returns (approx. 30%), of
which 823,000 on disk and
1,047,000 by modem;
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2. Via Editax since 1997 (tax
advisers)

in 2002 for 2001 approx.
3,700,000 (approx. 70% of
the total), in addition to disk
and modem also upload via
the Internet. That was the
situation as at 1 May last.
Editax: in 2001 approx.
65,000 returns.

1.3.4
Integration of service provision to citizens
In the Netherlands the idea of the one-Stop-shop has been elaborated on in the OL2000 project. This
has led to integrated one-Stop-shops in the following areas: Building and Housing, Health and Welfare
and the one-Stop-shop for business. Three pilots have gone ahead for the one-Stop-shop for business.
In total thirty spearhead projects have been started in these three areas. In addition to integrated oneStop-shops, product and services catalogues are also important. In October 2001 16% of the municipal
websites had a product catalogue online.
1.3.5
Measuring customer satisfaction among citizens
In the autumn of 2001 Pro-Active conducted a survey among users of government sites. The most
significant results from this were that both the evaluation of the information provided (including that
on policy topics) and the interactive service provision fell compared to the previous year.
In 2002, under instruction from the programming bureau burger@overheid, Dialogic carried out a
survey into the opinions of citizens on electronic government (Burgers aan het woord, 2002)104. It
asked for the opinion of respondents on various functions of electronic government, including service
provision. A large group of citizens thinks, for example, that government websites provide insufficient
services. A bare majority (51%) of citizens (strongly) disagrees with the statement that they can use
services in the manner they want.
1.3.6

Best practice

Government Road Transport Agency (RDW)
When, more than ten years ago, the decision was made to introduce the Ministry of Transport test
(MOT test), the first thing that was considered was a dedicated implementing organisation for the
purpose. The RDW, however, came to the conclusion that setting up and running at least 25 regional
MOT stations was not only expensive but was not customer-friendly. MOT inspectors would have to
test the cars while the owner waited.
The decision was made to contract out this work to the garage owners (after certification, with spot
checks). The consequence is that the many millions of tests a year are now done when the car is
already at the garage for a full service. The garage owner notifies the RDW of the MOT test via the
computer network of dealers and issues the MOT certificate to the car owner on behalf of the RDW. In
3 per cent of cases there can be a delay, because RDW supervisors run spot checks on this percentage.
In terms of service provision this method scores highly, but the citizen does not see this as service
provision, because in fact there is no one-Stop-shop approach followed by Q&A-based integration.
1.4 Service provision to businesses
1.4.1
Electronic service provision to businesses
Here too, the target percentage is the oft-quoted target from the ‘Elektronische Overheid’
memorandum, of 25% electronic services by 2002. This target was reached at the end of 2001 (24%
for businesses).
104

Dialogic, 2002.
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Electronic service provision in the Netherlands consists primarily of the provision of information. The
opportunities for interaction and transaction for the business sector are still limited – just as for
citizens. If we look purely at the provision of services (electronic service provision to businesses) then
we can set the Netherlands off against the European countries from our benchmark. (Figure 12)
This e-Europe benchmark shows that the Netherlands is lagging behind105. In interpreting this figure,
however, it should be remembered that we have only looked at the Internet channel (and EDI for
example has therefore not been included).
In terms of service provision to companies an electronic one-Stop-shop for business is being worked
on, which in future should simplify the registration of these businesses with the Chambers of
Commerce, the tax service and the social security agencies. These bodies will set up a joint register
(Basic business register). Finally, the request for data in the business sector is being harmonised. The
regular request for data by the government in the business sector shall be run via E-BOB in an
integrated fashion. At the moment therefore there is no question of a national one-Stop-shop for
business.
Just as with service provision to citizens we have looked at four specific services.
In this we have looked in particular at the electronic channels used (Internet only or other) and at the
actual use – insofar as data was known on this subject. The services that we looked at are (Table 28):
- VAT;
- Customs declaration;
- Registering a new business;
- Social insurance contributions for employees.

105

CGEY has included the following government services in this overview: social security contributions,
‘corporate’ taxation; turnover tax, registration of a new business, delivery of statistical data, customs
declarations, environmental permits and public invitations to tender.
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Table 28 Services for businesses
VAT returns

Responsibility
Tax Service

Customs declaration

Customs (division of
tax service)

Registering a new
company
Social security
contributions

Chamber of
Commerce
Since 1 January of this
year (2002) one
organisation in the
Netherlands has been
responsible for the
collection of social
security contributions
from employers. The
five social security
agencies have merged
into the
Uitvoeringsinstituut
Werknemersverzekeri
ngen (UWV). The tax
service is responsible
for the collection of
taxes.

Electronic
Turnover tax (TT):
Two ways of filing returns electronically:
1. Since 1997 via Editax (by tax advisers)
2. Since 1996 via Teletax, a module in
Girotel-Zakelijk from ING/Postbank, inc.
payment

Use
Editax: in 2001 approx.
95,000 e-Returns for TT
Teltetax: in 2001 approx.
40,000 e-Returns for TT

The plan is that over the course of 2003 in
the context of the ICT programme and
ALV (cooperation between business
sector and government) market solutions
will become available, based on ‘state of
the art’ Internet and security technology.
It relates to implementation of EHD and
IDEA concepts.
- Import declarations: in 2001combination Import: total number of
of Editax and market solutions; from 2002 declarations 3,759,000, of
market solutions only
which 93% electronically
(EDI based; according to
- Export declarations: in 2001
WDO/EU UN/EDIFACT
combination of Editax and market
standards)
solutions; from 2002 market solutions
only
Export: total number of
declarations 2,706,000, of
which 79% electronically
(EDI based; according to
WDO/EU UN/EDIFACT
standards)
No, forms are online

Not relevant

Tax can be paid electronically and
therefore so can the social security
contributions.

Not known

1.4.2
e-Procurement
The Netherlands does not have a uniform, national approach to e-Procurement. At government level
each department has its own approach. So, the V&W/Rijkswaterstaat (Ministry of Transport, Public
Works and Water Management, the biggest purchaser) together with Railinfrabeheer and Cobouw (rail
infrastructure and construction respectively) have set up the contract tender calendar. The PIA action
plan (professional purchasing and invitation to tender) is designed to ensure a joint approach in which
an electronic market place is being worked on as part of the State Intranet (RYX).
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1.4.3

Reducing administrative costs

Administrative costs are those costs to businesses that are incurred by the obligation to provide
information set by the government through legislation and regulations. The reduction of the
administrative financial burden has been a major objective of the cabinet for some years now.
However, the reduction of the real financial burden as a consequence of policy measures lags behind
the objective that the cabinet had imagined, i.e. a reduction in administrative costs of 25% compared
to 1994. The likelihood is (based on the most recent figures from the EIM) that between 1994 and
1999 there was a real reduction of the financial burden of around 6.5%. Incidentally, this remains
separate from the question to what extent the use of ICT has contributed to this fall.
1.4.4
Best practice
Customs are currently running a trial with electronic declarations (the national system has been
expected since 1 May 2002). Businesses can, among other things, make use of the following services:
− declarations for import and export
− clearance
− excise duty declaration
User satisfaction with this service is high, despite slight problems with things like technology and
habituation (www.belastingdienst.nl/9229237/t/ea-intro.htm).
1.5 Internal functioning of government
1.5.1
Portal, product catalogue and e-Forms
Overheid.nl is the government’s homepage. To encourage services to be accessed electronically via
Q&A, work is underway on a product catalogue. The municipal product catalogue (containing the 120
most important services) is taking shape with the help of a subsidy. Around 400 municipalities have
been awarded the subsidy. At government level, too, work is underway on a product catalogue,
through which at least 2000 state products will be accessible through a system of Q&A.
1.5.2
Electronic signatures
There is a PKI-government taskforce, incorporated in the ICTU (the Dutch organization for ICT and
Government). This has developed a specific PKI Government model. At the moment tenders are being
invited for the creation of the ‘government root’. In anticipation of the implementation of this model,
PKI is being used for a number of government services (production and dispatch of passports;
exchange of employee information in social security, using RINIS; registration and signing out of cars
by garage owners, etc.). National legislation for the implementation of the European directive is not
yet through the Upper House.
1.5.3
Standardisation and open source
In the Netherlands standardisation is mainly regulated by sector. In the healthcare sector the
standardisation of details and networks is less well developed than in the personal information sector
(with a legally established design). The education sector, too, now has a considerable number of
standards, as has the social security sector. A standard for the town and country planning sector is in
development (Informatie Model Ruimtelijke Ordening, IMRO – information model for town and
country planning). Inter-sectoral standards are limited: GBA (Municipal Personal Records Database)
and Sofi (Tax and Social Security Number) number are positive exceptions in this field. The
government is currently developing policy to promote the use of open standards and to recommend the
use of open source software.
1.5.4
Basic information records
To improve the quality of service provision and to promote the efficiency and effectiveness of
government policy, the government back offices are linked to each other for the exchange of
information: various government agencies share important basic information. This information relates
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to natural persons (population register), non-natural persons (the basic business register),
geographically oriented information (land register, large scale basic map, addresses), social security
information (accounts of the insured) and the system of vehicle registrations. The vehicle registration
system and the population register work as such, with the basic business register to follow. In years to
come all these registrations will be accorded the status of authentic source.
In the Netherlands there is a programming bureau for the Streamlining of basic population registration
data, whose job is to supply six authenticated registrations. With the exception of the personal details
and the vehicle registration system the basic information records envisaged have not yet been
implemented. A first version of the basic business register will become operational this year (2002).
Table 29 Service use of basic registration and PKI
Vehicle registration
Change of address
Extract from birth register
VAT
Registration with Chamber of Commerce
Customs
Environmental permit
Social security

Use of basic registration
Yes
Yes
Yes
No
No
No
No
Yes

Use of PKI
Yes
No
No
No
No
No
No
Yes (rinis)

1.5.5
Intranet
A central government intranet (RYX) is in development. The number of connections is currently (June
2002) 80,000. Functionalities have been provided for cooperation (such as collaborative workspaces),
address books, business cards, e-HRM (automotive intranet/virtual shopping centre and training) and
even transactions with third parties (e.g. official government trips).
1.6 e-Democracy
1.6.1
Public access to government information
The Netherlands is aiming for a much higher level of public access than has been realised thus far. The
Franken (‘right to knowledge’), Wallage (‘maximum transparency’) and Doctors van Leeuwen
(‘government information must be available free of charge’) committees have all advised on this
matter. At the moment the cabinet reactions to these reports are being drafted or attempts at initial
implementation are being made. The democratic basic information will become increasingly
accessible via the Internet. Laws and regulations can now be found on the Internet, as can the policy
and administrative information for the departments, provinces and municipalities.
1.6.2
Parliamentarians with a website
Number of parliamentarians with their own website: 37 of the 150 members in the Lower House
(25%).
1.6.3
e-Policy-making
The Netherlands has built up a certain name and reputation in the area of interactive policy-making. A
special facility has even been set up, in the form of the Expertisebureau Innovatieve Beleidsvorming
(XPIN). One of the core tasks of XPIN is to advise government organisations on innovative policy
making (innovative tends to involve the use of ICT for interaction between citizen and administration).
One of the things the bureau is working on is an overview of best practices in ICT and interactive
policy-making.
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1.6.4
Access to legislation, regulations and policy information on the Internet
Management of the public laws site in the Netherlands has recently been subcontracted to the owner of
the existing commercial site, the SDU. In the first instance all laws, Governmental Decrees and Royal
Decrees are accessible. Later (2003-2006) ministerial regulations and bye-laws from independent
administrative organs and public-law business organisations will follow. The Netherlands will then
have one of the most extensive systems in this field.
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2. Australia

Population (2001):
GNP (2000106):
GNP/capita (2000):
Government spending (% GNP, 1999107):
Central government debt (% GNP, 1994):
Administrative structure:

19.2 million
555 € billion
28,994 €
31.9
13.7
Federation

2.1 Policy and objectives of e-Government
2.1.1
Expenditure
A separate budget for electronic government is out of the question. Figures are known for individual
projects such as the business portals (A$ 10-20m), and a local stimulation fund for electronic
government (A$ 50m). In the various departmental budgets e-Government is not listed as a separate
item. The National Office for the Information Economy (NOIE) sees this as a sign of power.
According to them this shows that the subject has been internalised within the whole Australian
government.
2.1.2
Management and organisation
The management function for the policy area of the information economy – of which the subject of
electronic government forms a part - is fulfilled by the implementing agency NOIE. The former Office
for Government Online has merged with it. As far as mandate is concerned NOIE is the co-ordinating
organ, but it has hardly any private resources and is therefore not always in a position to ‘command’
this management role.
2.1.3
Policy objectives
The formal objective for 2001 reads: ‘to implement a world class model for the delivery of all
appropriate government services online’. In February 2002 premier Howard ascertained that the
formal objective for 2001 had been reached. The most important topics and aims for the (near) future
are108:
- integration of services across government borders. This is also called the ‘whole of government’
approach;
- (connected to this): architecture thinking;
- customer focus.
A survey from 2001 shows that 1,656 services are now provided online. Of these, 25% are
‘transactional’; 75% are ‘information and communication services’. There are a further 602 services
‘in the pipeline’ (future services). Future services will be developed further: 55% of these are expected
to be ‘transactional’ or ‘integrated’.
2.1.4
Administration philosophy
The central element in directing e-Government activities is the notion that the client (citizen, business)
must occupy centre stage and that the government must achieve integrated service provision.
Furthermore there is an emphasis on the supply of services to business. The reduction of
106

OECD (2001).
OECD Factbook (2001).
108
Rimmer (2001) Electronic Government in Australia’s Information Economy. E-gov conference Washington.
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administrative costs and the improvement of the efficiency of the government are the most important
driving forces behind the policy.
2.1.5
Policy documents and legislation
Policy documents:
The most important recent policy documents are:
- Government Online strategy (April 2000)
- Backing Australia’s ability – an innovation action plan for the future (January 2001)
Legislation:
In the judicial administration framework for the electronic government, which was set up by the
federal government, the following matters are among those of interest:
- ETA: Electronic Transactions Act of 15 March 2000.
- PKI: Gatekeeper framework of May 1998
- ABN-DSC: Australian Business Number - Digital Signature Certificate:
- ACSI 33: Australian Communications Electronic Instruction 33 (security)
2.2 Preconditions for citizens and businesses
2.2.1
Internet penetration
In February 2002 the Internet penetration of households in Australia was 54.3% (Table 5). Access
does not yet mean use; whilst it is true that 72% of the Australian population aged 16 and over have
access, of this group only 64% were actually active on the net. Internet penetration in business reveals
a changing picture (Table 6). Among small businesses penetration is relatively low (76%), for
medium-sized enterprises penetration is the third highest of the countries surveyed (93%).
2.2.2
Unique business registration number
The ACN (Australian Company Number) is the old system of company registration, but this was only
used by a few organisations because of its limited legal possibilities and rights of use. ABN
(Australian Business Number) is the new system that has emerged from the tax review. It has broader
application possibilities and can therefore be used by various government institutions for different
services. In mid-2000 there were 2.7 million businesses registered in the ABN system.
2.2.3
Electronic signatures
In 1997 the government started the Gatekeeper project, which is geared towards developing a secure
infrastructure in which government and the business sector can process their transactions online. The
core of this project was the development of the authentication framework. Within that framework the
Australian Business Number Digital Signature Certificate (ABN-DSC) also has a role to play. This is a
digital certificate that corresponds to the Australian business number. Government bodies use the
ABN-DSC to authenticate businesses in online transactions. An ABN-DSC may only be issued by an
authorised agency. In June 2002 seven organisations were fully accredited. Government institutions
are encouraged to use digital certificates in their communication with companies. In addition to the
national central solution individual organisations such as Australian Customs also have their own
solutions for the authentication of clients.
2.3 Service provision to citizens
2.3.1

Electronic service provision to citizens

Based on the study by Accenture (2002) we are able to deduce that among the benchmark countries
Australia is bringing up the rear in terms of the provision of government services. (Table 7)
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2.3.2
Status of electronic service provision to citizens
A comparison with other countries of the extent of maturity of services can also be found in the studies
by Accenture (2001, 2002) in which this subject (‘service depth’) is measured on a 4-point scale.
Australia achieves an average score. (Table 14)
2.3.3

Use of electronic service provision by citizens

Nielsen NetRatings uses an indicator of ‘Peak penetration of online government services’. This looks
at the use of government information or government services by the online population. The score for
Australia was 25% in July 2001. This means that a quarter of the online population has visited a
government site (in most cases this was the tax site). We also have an international comparative
picture that is shown in Figure 11). This puts Australia top of the middle group, along with the US and
the Netherlands.
To obtain more of a ‘pattern’ behind the figures on service provision we have examined three services
to citizens to see what the state of affairs is in Australia. We have looked in particular at the electronic
channels used (Internet only or other) and at actual use – insofar as details were known about them.
The services we looked at are (Table 30):
- Income tax returns;
- New car registration;
- Change of address.
Table 30 Services for citizens
Income tax

Responsibility
Australian Taxation Office
(ATO)

Registering new car

States

Change of address

Not specifically regulated

Electronic
Yes,
Electronic Lodgement
Service (ELS) (for tax
advisers)
e-Tax (for citizens)

Yes, but varies by state.
In Victoria via MAXI
In Victoria via MAXI

Use
2002: 400,000 returns via e-Tax
In February 2000: 8.3 million returns:
71% via ELS
4% with Tax Pack Express,
1 % via e-Tax
24% on paper
unknown
unknown

2.3.4
Measuring customer satisfaction among citizens
In June 2001 a study was published under the title ‘save@home, valuing the benefits of home Internet
access’. This didn’t specifically ask about government applications, but did ask about the advantages
of electronic service provision in a general sense, particularly with regard to saving time and money.
73% of the households interviewed gave time saving as a major advantage and this was valued
(expressed in monetary terms) as A$ 95 per household per week. In addition to saving time and
money, other major advantages were listed as ease, accessibility and participation in the information
society.
2.3.5
Best practice
Job search (www.jobsearch.gov.au) is a public service aimed at employment finding. Of course, all
kinds of private parties also have vacancy sites, but the scope of jobsearch is such that it is the true
market leader. There is not only a website, but also kiosks with touchscreens. The kiosks are arranged
in all sorts of ‘shop-fronts’. There are 3.6 million page hits a day. Of those, 1.1 million come via the
web and 2.5 million via the kiosks. The database contains approximately 50,000 vacancies, 80,000
CVs and the number of newly registered jobs is 3000 per day. Thanks to automatic matching,
information is also actively provided by e-mail to 30,000 jobseekers that have registered for this
service. In the (near) future this proactive service provision is due to be extended to SMS. One
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example of integrated service provision is the work currently underway on converting a registration as
a jobseeker with Centrelink (see below) into an automatically generated CV that is immediately placed
in the jobsearch database.
2.4 Service provision to businesses
2.4.1
Electronic service provision to businesses
Services to business have received more emphasis (are more strongly stimulated) than services aimed
at citizens. Pioneers in services for business were customs and taxes (see below). The portal
www.australia.gov.au has a separate homepage for companies, with the following ‘gateways’:
business (taxes, licences, legislation and regulations etc.), industry (by sector), workplace, invest
Australia, and industry-specific content from Agriculture and Education.
2.4.2
Use of electronic service provision by businesses
As with service provision to citizens we have looked at three specific services.
We have looked in particular at the electronic channels used (Internet only or other) and at actual use –
insofar as details were known about them. The services that we looked at are (Table 31):
- VAT;
- Customs declaration;
- Registering a new business;
Table 31 Services for businesses
VAT returns
Customs
declaration
Registering a new
business

Responsibility
ATO
Australian Customs

Electronic
yes
Yes, COMPILE, a new system of CMR is
currently being implemented
Yes,
The most common form is online.

Australian Securities &
Investments Commission
(ASIC) maintains company
registrations. Companies
Companies can also register online via Electronic
register in the States.
Company Registration (ECR). This application is
provided by ASIC to shelf company promoters,
accountants, lawyers, and others because they
register 96% of all new companies.

Use
not specified
98% of import entries
2001:
50,000 companies
registered online out
of a total of 80,811
new companies. That
is 62%.109

2.4.3
e-Procurement
Official objectives on electronic purchasing are set out in the E-procurement implementation strategy.
These objectives are:
− By the end of 2000 all tender payments will be handled electronically.
− By the end of 2001 all government suppliers should be able handle transactions electronically.
NOIE is currently experimenting with an e-Procurement system in collaboration with government
institutions. The Commonwealth Electronic Tender System (CETS - www.tenders.gov.au) will be
extended to other institutions if it proves successful. CETS gives participating institutions the option
of publishing tenders and background information. Suppliers can search the database for contracts and
submit a tender online via a secure connection. In addition to that, the SOLEX project has been set up
(Solutions Exchange). This is a ‘product and service listing’ of what is now 191 tendering
organisations and 18 product categories, which allows selected suppliers to make themselves known to
government institutions.
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2.4.4
Best practice
Integrated service provision for businesses: Business Entry Point (www.business.gov.au). The
business entry point is the ‘single point of entry’ for businesses in their interaction with the
government. It falls under the responsibility of the Department of Industry, Tourism and Resources.
Links to business details in back offices of government organisations are possible, using the Australian
Business Number. A next step is the Business Authentication Framework project (BAF), which is due
to be completed in July 2002. It is designed to be a mid-office solution for all government
organisations that deal with businesses as clients so that they can share information and collaborate in
their service provision.
Among the services offered by the one-Stop-shop for business are:
− Applications for a business number
− Applications for licences
− e-Procurement: tenders and contracts
− Transaction manager.
2.5 Internal functioning of government
2.5.1
Portal, product catalogue and e-Forms
The portal australia.gov.au is the homepage of the federal government. Special target groups and
subjects within this government portal are (Table 32):
Table 32 Target groups and portal subjects
Families
Youth
Women
Indigenous (Aborigines)
Seniors
Regional Australians
Communities

Agriculture
Education
Environment
Health
Immigration
Law & Justice
Culture & Recreation
Science & Industry
Workplace

2.5.2
Electronic signatures
The Gatekeeper Strategy regulates the infrastructure with which the government is able to guarantee
integrity, security and authentication of electronic data interchange (specifically business transactions).
There is talk of an accreditation system for organisations (such as Australia Post and the Australian
Tax Office) that can be considered as Trusted Third Party, to issue certificates and maintain registers.
There are currently seven organisations with ‘full Gatekeeper accreditation’. The Gatekeeper set-up is
seen as ‘top-heavy’ security. Even for an organisation like Centrelink (where A$ 51 billion in
payments are made annually for a total of 6.3 million clients) the solution is seen as too difficult and
expensive110.
2.5.3
Standardisation and open source
The Australian government is trying to achieve a certain conformity in its websites and in the mutual
provision of information between the various departments. Currently, under the leadership of NOIE
work is underway on the Interoperability Framework for the Commonwealth Government in which a
basic set of standards and policy rules is being developed, with, as an objective, the removal of the
110
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barriers in the exchange of services and information between authorities to allow seamless
communication.
2.5.4
Multi-channelling
Multi-channelling is a starting point in government service provision. Call centres are frequently used
and have also often proved to be efficient and successful. We have already seen the multi-channel
approach in the jobsearch example, but it can also be found in the Centrelink example
(http://www.centrelink.gov.au/).
2.5.5
Intranet
In Australia no all-encompassing intranet has been installed because of the high costs involved. A
software approach has been chosen, by the name of FedLink. FedLink secures all communication
between central government departments, the states and local authorities. FedLink can be summarised
as the VPN (virtual private network) of the Australian government. The various departments do,
however, have their own intranets. FedLink secures communication between these networks.
2.6 e-Democracy
2.6.1
Public access to government information
Public access to government information is regulated in the Freedom of Information Act of 1982.
Under this act, Australians have the right of access to government documents.
Public access to government information (as far as online information is concerned) is also regulated
in another fashion. Online Information Service Obligations, (OISOs) were included as part of the
Government Online Strategy published in April 2000. OISO obliges commonwealth agencies to place
certain information and services online for citizens and businesses.
2.6.2
Parliamentarians with a website
In Australia 61% of parliamentarians (from the House of Representatives) have a personal web page.
This is an average score.
2.6.3
e-Policy-making
NOIE has a section entitled ‘current online consultations’ as standard on its site. This is used to
request explicit input from the public in policy development on subjects that relate specifically to
NOIE policy, such as a discussion about the role of ICANN, the Gatekeeper project, the wishes and
preconditions of citizens and businesses for the various forms of identification and authentication etc.
2.6.4
Access to legislation, regulations and policy information on the Internet
Under Osio, departments are obliged to publish their legislation and regulations online. There is a
central search engine with database, Lawsearch Online (www.lawsearch.gov.au/) onto which the most
recent legislation and regulations are uploaded every night. All information in the database is verified
as official Commonwealth government information.
2.7 Government sample operation and remarks
The TIGERS project (Trials of Innovative Government Electronic Regional Services) in Tasmania is
designed to be a test bed and sample project for new government services. Future government sites
(with integrated services) are being designed on subjects such as ‘fishing’ or ‘housing’.
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3. Canada
Population (2000):
GNP (2000111):
GNP/capita (2000):
Government spending (% GNP, 1999112):
Central government debt (% GNP, 1994):
Administrative structure:

30.8 million
954 € billion
31.031 €
42.5
47.4
Confederation

3.1 Policy and objectives of e-Government
3.1.1
Expenditure
The specific budget for the Government Online (GOL) programme at federal level is 182 million (US)
dollars. This comprises a basic amount for implementing GOL (over two years) of 104 million dollars
and an additional budget of 78 million dollars for the 2001-2002 budget year. This additional budget is
made up by pathfinder projects aimed at speeding up ‘key high volume services’. The first portion
relates to services such as income tax, passport applications, job search and employment insurance.
The pathfinder projects were set up as a tender system, with a whole range of government services
being able to submit their plans in competition for financing.
3.1.2
Management and organisation
Policy responsibility for GOL lies with the Treasury Board Secretariat, but the programme has clearly
been set up as a joint programme for all ministries and services. These ministries and services
therefore have their own policy objectives for e-Government. There are various inter-departmental
committees on topics that transcend the department (e.g. the Deputy Minister committee (TIMS),
responsible for pathfinder projects and more broadly - Government On-Line). The major coordinating
organ at the heart of this central approach is the Chief Information Officer Branch (CIOB). Just as in
the business sector there is a Chief Information Officer (CIO) whose job is to steer all the
government’s ICT affairs in the right direction. This relates particularly to the coordination of
initiatives and standardisation in the field of technology and information policy.
3.1.3
Policy objectives
The quantitative policy objective is accessibility of all federal programmes and services in 2004. This
accessibility applies to languages. The accessibility also applies to all channels for contact. The basic
assumption is that citizens can choose via which channel, in what format and in what language they
communicate with the government. In addition to the objective of “more accessible government” goals
have been formulated, such as “better, more responsive service” and “trust and confidence in online
delivery”. A measure of progress (on the 2004 objective) is not known113.
A more specific objective is to achieve 10% more customer satisfaction by 2005. This objective was
set in 2000 with a view to being reached in five years. These measurements are being taken with some
regularity114. This customer satisfaction relates to the opinion of citizens on service provision by the
government.
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3.1.4
Administration philosophy
The citizen is of paramount importance. Citizen-centric is the buzzword that best describes the
administration philosophy. This means that the real drive comes from ‘citizens and business nods’ and
these are therefore gauged with great regularity. The major criterion for success is therefore whether
customer satisfaction increases. In addition to the provision of services (everything online by 2004)
the demand side is therefore emphatically in the picture. The Q&A-based approach is also evidenced
by the great emphasis on being user-friendly, multi-channelling and the continuing question of how
added value can be improved for the target groups of citizens and businesses (realising social and
economic benefits). An important additional objective is that the government will operate even more
efficiently.
3.1.5
Policy documents and legislation
Government online is the federal policy framework, the most important basic assumptions and aims of
which have been noted above.
Bill C-6 is the judicial framework by which activities in the field of electronic affairs and electronic
government are regulated. It affects legislation and regulations on privacy aspects (see below) and the
introduction of a digital signature.
PKI is a subject that has been on the agenda in Canada for quite some time. A PKI infrastructure has
been operational on the part of the government since April 1998. Long before the coordinating GOL
plan there was talk of a PKI secretariat that designed the policy framework on this point.
The SII (strategic infrastructure initiative) goes into standardisation and security in particular. Work is
underway on a ‘secure channel’ for government services and e-Business. There is a federal security
policy with guidelines for secure electronic transactions.
There is an Electronic Service Delivery (ESD) Clearinghouse that acts as a data bank, which is geared
towards the transfer of information for anyone within the government that is involved with electronic
services in any way.
The CIOB is an important party as far as the establishing of technical and information standards is
concerned. So there are Treasury Board Standards in the field of data exchange, databases, operating
systems, programming languages for applications etc.
3.2 Preconditions for citizens and businesses
3.2.1
Internet penetration
Internet penetration in Canada is one of the highest in the world, at 53.2% among citizens and 76%
and 95% among small and medium-sized enterprises. (Table 5and Table 6)
3.2.2
Unique business registration number
Unique business registration exists nationally in the form of the Canada Customs and Revenue Agency
Business Number. In addition to that, the provinces each have their own business register.

3.2.3
Electronic signatures
There are various solutions for security and for identification/authentication (i.e. different types of
digital certificate) in circulation. Different departments act as Certification Authority themselves. It is
important to aim for flexibility in the degree of security – depending on the vulnerability of the service
or transaction.
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3.3 Service provision to citizens
3.3.1

Electronic service provision to citizens

Using the Accenture study (2002) we can deduce that Canada is not a leader in the provision of
services. The increase compared to the previous reference year (2001) is also on the low side. (Table
7)
3.3.2
Status of electronic service provision to citizens
A comparison with other countries of the extent of maturity of services can also be found in the studies
by Accenture (2001, 2002) in which this item (‘service depth’) is measured on a four-point scale
(Table 14). Canada achieves second place, behind Singapore.
3.3.3
Use of electronic service provision by citizens
Looking at the use of services we have figures available that indicate what part of the online
population has actually had contact with government institutions. Canada scores third place here,
which therefore places it back among the leaders. (Figure 11)
To obtain more of a ‘pattern’ behind the figures on service provision we have examined four services
to citizens to see what the state of affairs is in Canada. We have looked in particular at the electronic
channels used (Internet only or other) and at actual use – insofar as details were known about them.
The services we looked at are (Table 33):
-

Birth registration;
Change of address;
New car registration;
Income tax return.

Table 33 Services for citizens
Citizens
Birth registration

Responsibility

Electronic

Use

Provinces

In most provinces forms can be
downloaded from the provincial sites. But
the forms still need to be printed out and
sent by post or delivered personally to the
province.
There are various examples of passing on
change of address details online. The
government in Yukon has a form of
integrated service provision whereby one
can write down on a printed form which
government departments need to be
informed of a change of address, and
notice of the change does not then have to
be given several times.
Many matters regarding the registration of
cars and driving licences can be processed
online. The options do vary from province
to province
Yes, with Netfile, Efile and Telefile
5000 forms online

Not known

Change of address

In Canada there is no
organisation that
centrally manages an
address database. Each
government department
has its own records.

Registering new car

Provinces

Income tax

Canada Customs and
Revenue Agency
(CCRA)
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Penetration figures are
low at the moment, but
the services have only
recently gone online.

Still low

As at 10 June 2002:
22.1million returns
received, of which:
60.5% on paper,
26.3% via Efile (EDI),
10.6% with Netfile
(Internet)
2.6% with Telefile
(telephone)
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3.3.4
Measuring customer satisfaction among citizens
As mentioned previously, increase in customer satisfaction is a major objective of e-Government
policy. Customer satisfaction is measured for instance in the context of Citizens First – a survey on
improving government services. Two editions of this have now been published (1998 and 2000) so
that the shaping up of citizens’ wishes and preconditions can be recorded.
3.3.5
Best practice
Integrated service provision for citizens: lost wallet (canada.gc.ca/cdns/wallet). This is an example of a
service for citizens that was set up using a life event or problem situation as the starting point. If, as a
citizen, you lose your wallet (or if it’s stolen) it’s nice to be able to go to one central point to report
this to several places, or take up several government services, at once. It so happens that it’s possible
that you will lose your ID card and, at the same time, your passport, your senior citizen’s card, your
driving licence and your health card. This facility specialises in just this sort of situation: the bringing
together of services, information and links from all sorts of (potentially relevant) government
organisations.
3.4 Service provision to businesses
3.4.1

Electronic service provision to businesses

Just as with service provision to citizens we have looked at four specific services.
In this we have looked in particular at the electronic channels used (Internet only or other) and at the
actual use – insofar as data was known on this subject. The services that we looked at are (Table 34):
- VAT;
- Customs declaration;
- Registering a new business;
- Social security contributions for employees.
Table 34 Services for businesses
Businesses
VAT

responsibility
CCRA and provinces

Electronic
Yes (nationally, not in provinces)
3 methods : GST / HST EDI filing,
Telefile and Netfile (pilot)

Customs
declaration

Operational Policy and
Coordination Directorate
of the Customs Branch
of the CCRA
Provinces

CAED EDI for exporters
CUSDEC, Internet application for
Importers

Registering a new
business

Social security
contributions

In Ontario and Nova Scotia the
province works together with the
CCRA, and the formal registration and
application for a tax account can be
dealt with online. The province of
Ontario has set up a website (Ontario
Business Connect (OBC)) where a new
company can complete all
incorporation formalities at one go.
In Canada the Canada
Companies can deal with their
and Customs Revenue
‘employee deduction’ via T4 Internet
Agency (CCRA) is
filing. Currently the only companies
responsible for collecting allowed to take part are those who file
taxes. Taxes are also
70 returns or less. Other companies can
levied at a state
still file their returns on disk or tape.
(province) level
The project is still in the pilot phase.
From 2003 all companies will be able
to file returns via T4 Internet.
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Use
For 2001 tax year (ending 31
March 2002):
18% (365,000) of all returns
via GST/HST Telefile (by
telephone). 0.7% (15,000)
returns via GST/HST EDI
filing
97% of all accounting
transactions
60% of all release transactions
85% of all new company
registrations in Ontario are
done online via Ontario
Business
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3.4.2
e-Procurement
E-procurement is very well developed in Canada. The showpiece is MERX (The Electronic Tendering
Service). This service was set up as PPS and has an annual volume of C$ 5 billion of purchasing
transactions by the government. Canada is also working with a Supplier Registration Information
(SRI) system for registering potential suppliers. Companies that wish to be considered for government
contracts can register or be registered here.

3.4.3
Best practice
Integrated service provision for businesses: Canadian Business Gateway
(www.businessgateway.gc.ca).
The starting point for this portal is that during their lifecycle (startup and growth) businesses must be
supported with government information and services. It is a federal portal with links to relevant
regional one-Stop-shops for business (that are set up with the same structure, look and feel). The most
oft-consulted clusters are taxes, human resources, business startup and financing. The top 10 most
requested services and the top 50 most-used forms are combined in one portal. In addition, non
government services are available, such as ‘company tools’ and ‘company directories’.
3.5 Internal functioning of government
3.5.1
Portal, product catalogue and e-Forms
The federal government portal is www.canada.gc.ca. The most recent version was created on the basis
of a comprehensive consumer survey. There are gateways for citizens, businesses and for foreigners.
Special target groups include young persons, the handicapped and Aborigines. Special topics include
health care, science and technology, and taxes. There are also gateways to life events such as lost
personal documents (lost ID, see above) that gives access to a combination of services and
organisations that are of interest if you lose your personal documents.
The overview of target groups and subjects within this government portal is as follows (Table 35):
Table 35 Target groups and subjects on portal site
Aboriginal people
Canadian business
Canadians living abroad
Children
Newcomers to Canada
Non-Canadians
Persons with disabilities
Seniors
Youth

Consumer information
Culture, heritage and recreation
Economy
Environment
Health
Jobs
Law & Justice
Life events: lost ID
Public Safety
Rural and remote services
Science & Technology
Taxes
Travel

Canada distinguishes between portals, gateways and clusters. The portals are the multi-channel
entrances for government information. The gateways are the entrances for citizens and businesses,
behind which are linked services. The clusters are arranged federally and horizontally by topic.
Information and services are provided along three lines:
- Target groups and topics
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-

Government organisations;
List of keywords (from A to Z).

3.5.2
Electronic signatures
PKI is a subject that has been on the agenda in Canada for quite a while. They have opted for
flexibility on the matter of PKI solutions (particularly the choice of Certification Authorities),
depending on the government service and the ‘vulnerability’ of the information exchange. Instead of
one top-heavy (one size fits all) solution there is space for several (applicable) solutions alongside
each other.
3.5.3
Standardisation and open source
CIOB set up Treasury Board standards for numerous ICT matters. There are standards and
arrangements on information policy and standards on data exchange, databases, operating systems,
programming languages for applications etc.
One important initiative is the Shared Systems initiative from 1996 that was set up to achieve a joint
approach to ICT implementation within the government. A target of the shared systems initiative is
standardisation and cost saving. What must be prevented is each part of the government coming up
with their ‘own’ solutions for problems, and issues recurring in numerous places.
3.5.4
Multi-channelling
The basic assumption is that the citizen should have a choice of different channels for contact. Multi
channelling is therefore an aspect that relates to virtually all (electronic) government services.
3.5.5
Intranet
The Government Enterprise Network (or GENet) is the intranet that links the individual networks of
the federal authorities. 80 federal departments and organisations and 4 provincial authorities are linked
via GENet. GENet has a secure mode in which agencies can maintain a VPN using encryption.
Officials have access to numerous services via GENet. One example is Publiservice, the information
facility for the Government of Canada (GOC) via GENet. This contains items such as electronic
address books, HR information, links with government systems, etc.
3.6 e-Democracy

3.6.1
Public access to government information
The statutory basis is the Access to Information Act of 1983. Furthermore in August 2000 a special
Task Force was set up (Access to Information Review Task Force) to investigate whether all
government services adhere to the statutory obligations on accessibility. Part of the work of the Task
Force is a consultation round where citizens and businesses can indicate whether government services
adhere to the stipulations on public access to government information and in addition are given the
opportunity to indicate what government information that might be relevant for them could be made
better accessible.
3.6.2
Parliamentarians with a website
58% of parliamentarians have a personal website. This score is about average among the reference
countries.
3.6.3
e-Policy-making
As mentioned earlier, there is a lot of pressure on ‘responsive government’ in Canada’s policy. This
also means (besides service provision that adapts to the questions asked) that citizens should get
opportunities to influence policy. ICT is seen as a major boost for ‘empowerment’ of citizens. Policy
was formulated on this point, which is set out in a Guide for Online Consultation. 59% of the
Dialogic/ZenC/Argitek
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government sites use public consultation115 (although this can of course vary in breadth and depth). In
addition there is widespread talk of online surveys, customer satisfaction surveys and the like. One
example of interactive policy-making on the Internet is the discussions about trade policy
(international trade consultation) and environmental education (environmental education
questionnaire). The ministry of finance has a section with current consultations on their website as
standard.

115

Overview of online consultation and citizen engagement in the Government of Canada, privy council office,
presentation to e-gov 2001 conference, Washington.
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4. Germany
Population (2000):
GNP (2000116):
GNP/capita (2000):
Government spending (% GNP, 1999118):
Central government debt (% GNP, 1994):
Administrative structure:

82.1 million
2.196 € billion117
26.734 €
44.8
34.6
Federation

4.1 Policy and objectives of e-Government

4.1.1
Expenditure
The federal government is reckoning €1.65 billion in the period 2002-2006 for the e-Government
initiative BundOnline 2005119.
4.1.2
Management and organisation
The individual states have a lot of autonomy but despite this the federal government leaves an
important mark on cross-border policy. The administration philosophy is to coordinate matters
centrally and to implement them in a decentralised manner. Unlike Sweden the federal government in
Germany has more elbow room to impose standards and the like from the top down. Nevertheless
large(r) IT projects struggle to get off the ground due to a lack of coordination and cooperation. The
federal government does not offer much direction to the individual states and the targets set are so
vague that it is difficult to determine priorities120.
A separate project group was set up for the E-government initiative BundOnline 2005. The Ministry of
the Interior is secretary of this group (cf. ICTU, the Dutch organization for ICT and Government). The
initiative, having not really been thought through properly, is little more than a group name for a large
number of projects between which only a small amount of cohesion exists.
4.1.3
Policy objectives
The central objective in BundOnline (2000) is that for 2005 the federal government – with the
individual states and the municipalities – will make all its information and ‘Internet capable’ services
(1200 in total) available to everyone via the central portal (Verwaltungsportal), www.bund.de. This
relates to both services aimed at citizens (G-C) and businesses (G-B) and the internal functioning of
the government (G-G) and covers all management levels (federal government, individual states and
local government).
4.1.4
Administration philosophy
The BundOnline initiative is very much dominated by the complete modernisation of the government
(see paragraph on Policy documents). The German government sees (modern) technology as a means
to reform the government121. The use of ICT thus seems particularly aimed at improving the internal
functioning of the government.
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OECD (2001).
EITO (2002).
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OECD Factbook (2001).
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BundOnline 2005, Umsetzungsplan für die eGovernment-Initiative.
120
Op.cit.
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Moderner Staat – Moderne Verwaltung, Bilanz 2002. Bundesministerium des Innern.
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4.1.5

Policy documents and legislation

Policy documents:
Moderner Staat – Moderne Verwaltung. Das programma der Bundesregierung (December 1999)122 is a
core document that contains the general modernisation of the government and the transition from
Kohl’s ‘lean state’ metaphor to a new paradigm, the ‘enabling state’. In this, the renewed state would
have to have a low profile and leave plenty of room to the initiatives of the citizen. Hand in hand with
this cultural reversal an extensive retrenchment operation (€75 billion in 4 years) is being set in
motion. Moderner Staat is an action-targeted programme. The actual development of the policy is
taking shape in fifteen pilot projects and 23 subsequent projects.
The basic document of the BundOnline initiative. This expresses the central objective that all suitable
(‘Internet capable’) services must be provided online. The initiative is expressly placed within the
broader modernisation framework outlined in Moderner Staat. The aim of the migration from
conventional services to the Internet is that they must be able to be provided in a simpler, faster and
cheaper fashion. The initiative is taking shape in a number of specific projects.
- BundOnline 2005 - eStrategie des Bundesverwaltungsamtes (October 2001)
Background document on information and knowledge management with examples of applications
within the Bundesverwaltungsamt (BVA Office.net)
- BundOnline 2005 - Umsetzungsplan für die eGovernment-Initiative (December 2001)
Further elaboration of BundOnline with a strong emphasis on technical conditions and standards
and other basic components (for example transaction platform). In this policy document the
introduction of the pilot projects named in BundOnline is being phased in and the financial
framework outlined for the period 2002-2005.
- E-Government-Handbuch123
Not a policy document in the true sense of the word but a much-used detailed working out of the
recommendations from BundOnline. The Handbuch is being constantly updated.
In BundOnline further mention is made of a future special ‘e-Government law’.
4.2 Preconditions for citizens and businesses
4.2.1
Internet penetration
The number of Internet users in Germany has risen sharply in recent years, but at just 39.2 % it
remains one of the lowest within the set of reference countries (Table 5). Growth is proving less rapid
than expected. For Internet penetration in businesses Germany scores average, with 79% for small and
87% for medium-sized enterprises (Table 6).
4.2.2
Unique business registration number
A bill for a unique business registration number is currently before Parliament for approval. After
approval a pilot project is planned in Regensburg (trial phase will end in the autumn of 2003). If that
project is successful the registration number will be introduced throughout the whole of Germany.
4.2.3

Percentage of websites for government institutions

When the last measurement of municipal websites was carried out Germany was above average, but
was not among the top three (Figure 9).

122
123

See www.staat-modern.de.
http://www.bsi.de/fachthem/egov/3.htm
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4.2.4
Electronic signatures
Germany was the first country in the EU to convert the European directive on electronic signatures
(1999/93/EC ) into an act. The statutory basis of electronic transactions is elaborated on in the
Beschluss zur Sicherheit im electronischen Rechts- und Geschäftsverkehr mit der Bundesverwaltung
dated 16 January 2001. The central Certification Authority (CA) in Germany is the PPS-initiative
Bridge-CA, originally set up as a clearing house between Deutsche Telekom AG and the Deutsche
Bank and ultimately supported by both private and public parties124.
There is no generic electronic signature in Germany. The most widely used sector-specific variant is
that of the tax service. According to a recent poll (June 2002) 675,000 Germans have filed their
income tax returns electronically using the ELSTER system. ELSTER uses special software in which
a signature is encrypted.
4.3 Service provision to citizens

4.3.1
Electronic service provision to citizens
Compared to the measurement in the previous year (2001) Germany has made good progress on this
item. The total number of services on which this growth has been reached, however, is the lowest in
the set of reference countries. (Table 7)
4.3.2
Status of electronic service provision to citizens
In the most recent Accenture study (2002) Germany achieves a particularly high score on this item
(Table 14). In the survey by CGEY Germany has one of the lowest scores.
In BundOnline 2005 - Umsetzungsplan für die eGovernment-Initiative the project team itself has come
up with the following overview of the types of government services. This is – at least compared to the
Accenture and CGEY-studies – a simplified schedule in the sense that it shows that a large part of the
services (more than 40%) consists in the provision of (flat) information, slightly less than a quarter in
discussing requests and a tenth in handling accounts. The potential for increasing the progressiveness
of the services is limited as a result.
4.3.3
Best practice
There are no notable best practices for service provision at a federal level (e.g. link to back offices –
but see above under ‘basic information records’). In BundOnline nineteen example projects have
indeed been defined but in general only one party is involved and they require relatively little
integration (see also above).

124

Bundesministerium für Wirtschaft und Technology, Einsatzmöglichkeiten der electronischen Signatur in
öffentlicher Verwaltung und Wirtschaft, Abschlussbericht, 8-11-2001.
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4.4 Service provision to businesses

4.4.1
Use of electronic service provision by businesses
For the ICT benchmark a number of services for businesses were looked at (Table 36).
Table 36 Services for businesses
Tenders
VAT declarations
Customs declarations

Responsibility
Beschaffungsamt
Zollverwaltung

Electronic
Yes
Not known
Yes, Atlas

Registering a new business Depending on its legal form a new
business is registered with the
municipality where the business is
based or with the court. Through
registration with the notary a
business ends up at the
Registergericht. This is not
compulsory

Not electronic

Social security
contributions

Tax can be handled
electronically via ELSTER.

Bundesanstalt für Arbeit?
Basic registration (population
register) at local level.

Use
Pilot / phase 3
Not known

4.4.2
e-Procurement
The project Öffentlicher Eink@uf Online from the Beschaffungsamt consists of four part-projects of
which the third was set up recently (May 2002) while the fourth is still a dream for the future.
1. electronic postman between Behörden/Bedarfsträgern and the Beschaffungsamt: quicker, more
transparent, simpler
2. e-Vergabe module (internal workflow): better planning possible, better purchase prices, lower
processing costs, quicker,
3. e-Vergabe: this is a trial project for online purchasing. Using a chip-card with digital signature
(TeleSec Card from Deutsche Telekom) and a card reader (Kobil Systems GmbH) businesses can
submit quotations via the Internet. The German government thinks that it can save 10% on
government spending through e-Procurement125. Public tenders (€ 259.7 million, of which two
thirds ‘Abrufe aus Rahmenverträgen’) represent a quarter of government spending.
4. virtual market place: corporate sector, Beschaffungsamt and Bedarfsträgern

4.4.3

Best practice

Hardly exists at a federal level. A possible exception to this is the central system for vehicle
registration from the Kraftfahrt-Bundesamt. The system does provide data to many third parties but
there is hardly any integration.

125

Marketons, http://www.marketons.nl/archief/b2b/overheid.html, 3-5-2002.
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4.5 Internal functioning of government
4.5.1
Portal, product catalogue and e-Forms
Bund.de (www.bund.de), the central, digital access gateway to federal government information and
services, is currently in the second phase 126. The first version of the portal consisted of a thematic
catalogue, a search engine and general information about German democracy. The search engine
extracts the results from a Behörden-Databank with more than 630 institutions, which are kept up to
date by Lokalredaktionen. In the second version the databank was expanded to include the institutions’
powers. There is stronger orientation towards the citizen and a few basic components are being
developed, including the online payment platform. Eventually all services are due online (phase 3).
The portal falls under the responsibility of the Koordinierungs- und Beratungsstelle der
Bundesregierung für Informationstechnik in der Bundesverwaltung (KBSt).

4.5.2
Standardisation and open source
Six components form the basis of BundOnline 2005, including a portal for Service provision, a
Content Management System, a Payment platform and instruments for data protection.
Proposed standards for the IT architecture: XML for data integration (exchange), J2EE as an
application platform (middleware)127.
The German government is conducting a very active policy on open source software and is the
European leader in this. The federal government wants to avoid mono-cultures and does not wish to be
dependent on one supplier. In addition the use of open source software offers considerable cost
savings. The Ministry of the Interior has recently (April 2002) concluded a framework agreement with
IBM for the purchase of the operating system Linux for the federal government, the individual states
and the municipalities128. More than 150 federal government servers already operate on Linux (e.g.,
Parliament’s server). In 2002/2003 a mass migration is expected from Windows NT to Linux.

4.5.3
Basic information records
As far as we know there is no policy on streamlining of basic population registration data.
4.5.4
Intranet
To facilitate moving the seat of the federal government from Bonn to Berlin a very fast connection
between the two cities has been installed (Informationsverbund Berlin-Bonn, IVBB). There are plans
in the short term to use the IVBB as the backbone for a more all-encompassing network, the
Informationsverband der Bundesverwaltung (IVBV). Together with the network of Deutsche
Telekom, T-Online, the IVBB forms the infrastructure over which Bridge-CA regulates the secure
exchange (via S/Mime) of CA certificates between its participants.
4.6 e-Democracy
4.6.1
Public access to government information
Germany has not had a general access law thus far. The government is currently drafting an
Informationsfreiheitsgesetz, which should make government actions more transparent and offer the
citizens various opportunities for participation (cf. Government Information (Public Access) Act in the
Netherlands).

126

Bund.de, http://www.bund.de/Service/english-.6118.htm.
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128

See http://foren.bund.be
http://www.sicherheit-im-Internet.de/themes/themes.phtml?ttid=2&tsid=162
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4.6.2
Parliamentarians with a website
Two-thirds of parliamentarians maintain their own homepage129. After Finland (89%) this is the
highest percentage in Europe and comparable with the scores of Sweden (65%), Australia (61%) and
Canada (58%).
4.6.3
e-Policy-making
There are a number of examples of interactive policy-making whereby explicit use is made of the
Internet:
− The draft of the Informationsfreiheitsgesetz (see below).
− The drawing up of the SAGA standard (Standards und Architekturen für e-Government
Anwendungen).
− The compilation of the aforementioned E-Government-Handbuch.
− The project group “Abbau von Bürokration” (Ministry of Science and Technology) – calls on
citizens to report bureaucratic obstacles.
4.6.4
Access to legislation, regulations and policy information on the Internet
Since April 2001 the Federal Ministry of Justice, in collaboration with Juris GmbH at Saarbrücken,
has been making wordings of acts and legal decisions available to citizens free of charge
(bundesrecht.juris.de/bundesrecht/ and www.staat-modern.de/gesetze/). The project is built up in a
decentralised manner, with acts and bye-laws clustered by ministry.

129

http://www.bundestag.de/mdb14/mdb_homepages/A/index.html. For a comprehensive overview see
http://www.politikerscreen.de/static/parteien/

Dialogic/ZenC/Argitek

121

ICT in the Public Sector. International Benchmark 2002

5. Finland
Population (2000):
GNP (2000130):
GNP/capita (2000):
Government spending (% GNP, 1999132):
Central government debt (% GNP, 1994):
Administrative structure::

5.2 million
143 € billion131
27.601 €
46.4
55.9
Decentralised single state

5.1 Policy and objectives of e-Government
5.1.1
Expenditure
In 2002 the Finnish government spent €612.5 million on information technology (Table 4). In the
period 2000/2001 an estimated 46% of that was expenditure on e-Government, which amounts to €281
million133. This expenditure is withdrawn from existing budgets – there are no special reserves or
programmes that relate to electronic government. Within Europe Finland, together with the other
Scandinavian countries, is part of the group of countries that spends the most on e-Government
comparatively speaking, both in terms of the share of the total IT-budget (46%) and in terms of GNP
(2.0%).
5.1.2
Management and organisation
Finland has chosen an integrated approach to the subject of e-Government whereby the whole cabinet
is responsible, on essential points, for policy on the information society. For that purpose a National
Council for the Information Society has been set up. The Council, which is made up of representatives
from government and the corporate sector, has no clear role in the management and coordination of
the policy. The actual implementation of the policy is taking shape in separate ministerial
programmes. The Ministry of Finance and the Ministry of Transport and Communication are the
triggers. Finance coordinates the information management and the use of ICT within the government.
The aforementioned National Council also falls under this ministry but is chaired by the Ministry of
Transport and Communication. Within this ministry the department of Communication is charged with
responsibility over (telecoms) infrastructure, media, e-Commerce and security and with the
coordination and evaluation of European initiatives in this field (e-Europe).
5.1.3
Policy objectives
A significant part of all forms and applications were supposed to have been handled electronically in
2001.
5.1.4
Administration philosophy
In the document Quality of life, knowledge and competitiveness: Premisses and objectives for
strategic development of the Finnish Information Society (Sitra, 1998) a view of what the information
society means for Finland is revealed. The view emphasises the underlying values of Finnish society –
the emphasis doesn’t lie on the technological aspect of the information society. As far as the
government is concerned the emphasis is on renewal of the public sector.
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OECD Factbook (2001).
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5.1.5
Policy documents and legislation
The major policy documents on e-Government in Finland are:
(1) The Decision in Principle of the Council of Ministers on Electronic Transactions, Development of
Services and Reduction of Data Gathering (February 1998). This policy document is the result of the
work of the Ministerial Working Group on Public Management Reform and cites a number of specific
objectives on e-Government. The most important of these are:
In the same year an update on the first policy document on the information society was published
(Finland into the Information Society, 1995) on behalf of the aforementioned National Council.
(2) Quality of life, knowledge and competitiveness: Premisses and objectives for strategic
development of the Finnish Information Society134. The National Council published the report itself in
2000.
5.2 Preconditions for citizens and businesses
5.2.1
Internet penetration
Figures on Internet use in Finland vary somewhat. Nielsen/Netratings (2002) cites a relatively low
percentage of 42% compared with the 56% from Accenture/Computer Economics (2001). The
principal cause of the distortion is that many Finns have alternative access to the Internet. Figures (like
those of Nielsen/NetRatings) that are based purely on traditional access from home via the fixed line
telephone network ignore the groups that use public access points (Finland has an extensive network
of publicly accessible terminals in libraries and government buildings), mobile access (e-mail via the
handset) and access at work (the Internet was widely adopted in businesses early on) (Table 5). The
latest international figures on Internet penetration in business date from July 2001 (OECD ICT
database). In that overview Finland topped the league table with 91% and 96% (small and medium
sized enterprises respectively) (Table 6), ahead of other leaders like Japan, Sweden, Australia and
Canada. What strikes one are the high figures for the small enterprise in Finland.
5.2.2
Unique business registration number
Since the inception of the new Business Information System in April 2001 businesses have been
assigned a unique identification number. These numbers are used by both the tax service and the
National Board of Patents and Registration. Other public organisations are also expected to connect to
the BIS-system in the near future. The BIS-register, which contains the basic population registration
data for the company (e.g. address, classification codes) is free of charge and freely accessible via
public networks135.
5.2.3
Percentage of websites for government institutions
Nearly all the Finnish municipalities have a website (Table 9), which places Finland well above
average in the European Union.
5.2.4
Electronic signatures
Finland is proud of the fact that it was the first country in the world (1999) to introduce an electronic
ID card. The citizen ID-card issued by the population register’s CA can also be used to add an
electronic signature. The card hasn’t proved to be a great success as yet. In the autumn of 2001 only
about 10,000 citizens had acquired the card; this is 0.2% of the total population. The argument here is
the fact that the card is not accepted by businesses, or hardly ever. In addition, in practice there are
134
135

Sitra, 1998.
www.ytj.fi
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proving to be the usual snags in home use of the card and card reader. The installation of the necessary
software is complicated and the support through commercial software is limited.

5.3 Service provision to citizens
5.3.1

Electronic service provision to citizens

In the Accenture studies of 2001 and 2002 Finland scores the lowest of all reference countries with
regard to the number of services online. In absolute terms the growth in the number of services
provided in the period is modest (from 112 to 115): the modest increase in service maturity is a
consequence of the fact that the total number of services in 2002 dropped significantly (130 compared
to 146 in 2001). (Table 7)
5.3.2
Status of electronic service provision to citizens
Accenture (2001, 2002) scores the extent of progressiveness of electronic service provision on a threePoint scale. In both 2001 and in 2002 Finland’s scores were average among the reference countries
(Table 14). It should be noted here that the higher score in 2002 went hand-in-hand with a significant
decrease in the total number of services offered, which points to a higher level of integration or a more
selective range. In the CGEY-study Finland and Sweden emerged as the absolute leaders.
5.3.3
Use of electronic service provision by citizens
The percentage of the population that has visited a government site in the last year is very high in
Finland (45%) (Figure 11). Expressed as a percentage of the total population of Internet users the
absolute maximum has even been reached (100%). Furthermore the definition used here by Nelson
Taylor Sofres (‘online contact with the government’) is of course much freer than electronic service
provision.
For the International ICT benchmark 2002 Pillar E we have looked more closely at a number of
specific services (Table 37):
Table 37 Services for citizens
Service
Change of address
Birth registration

Vehicle registration

Income tax

Electronic
Yes, using an ID card an address can be changed online
at www.vaestorekisterikeskus.fi or www.posti.fi.
The registration of the PRC has been computerised since
1969. Hospitals send a large number of their birth
registrations electronically to the PRCs. Large hospitals
in particular do this on electronic forms and send them
via secure connections.
Yes, real-time IDMS environment ‘Data System for
Road Traffic’
Possible on the Internet in 2004.
The tax service fills in the forms itself and submits these
to the citizen for approval, who then signs it. If there [?]

Use
Only 10,000 Finns have an ID card. The
use is therefore limited by definition
In 2001 56,000 babies were born. Forty
per cent of the registrations were made
electronically by hospitals (via an
electronic form).
1,600,000 real-time registrations in 2001

70% of taxpayers agree with what is
proposed in the first instance.

5.3.4
Measuring customer satisfaction among citizens
In autumn 2000 under the flag of the JUNA project a survey was carried out into the opinions of Finns
on the availability and use of electronic government services (Julkishallinnon verkkopalvelujen
kehittäminen, 2000). The most visited sites were those of the municipalities in which the respondents
lived. In general the visiting patterns appeared to be closely linked to the daily life and habits of the
respondents. A good majority (65%) thought that further development of electronic services was
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important but when asked about the way in which government services ought to be provided only 19%
indicated that the Internet was the channel most suited to the purpose136.
5.4 Service provision to businesses
5.4.1
Use of electronic service provision by businesses
In addition, a number of services to business have been further singled out (Table 38).
Table 38 Services for businesses
Service
Customs

Electronic

VAT
Yes, via TYVI (IDEA-type application)
Registration of a No, although the forms are online.
new business
There is 1 corporate ID number with which all authorities
can exchange necessary information among themselves,
which reduces the administrative costs to businesses
e-Procurement
Yes, online bidding on government tenders

Use
60%
30,000 reports a month
Not relevant

200 transactions a year with a value of €
168m

5.4.2
Integration of service provision to businesses
In Finland there has been less targeting of the development of front office, instead, in particular, time
and energy has been invested in a strong infrastructure. Thus back in 1997 an integrated system,
TYVI137, was launched, which makes it possible to file electronic returns for tax and social security
contributions and in order to implement its electronic corvee services (Heerendiensten) the system also
has modules that can automatically search ERP and HRM packages, generate the necessary
information and then send it electronically to the responsible authority. The system is managed by four
commercial brokers. Businesses pay a fee to the broker and the government pays the broker for the
volume of data that this generates. According to a report from TYVI around 50,000 businesses make
use of the system.

5.5 Internal functioning of government

5.5.1
Portal, product catalogue and e-Forms
In Finland there are various portals:
− www.suomi.fi138 is the central (root) portal for the government. The site has been constructed
according to the now-familiar lifecycle structure (cf. Singapore). The British version of the
website is tailored to foreigners (immigration conditions etc.).
− lomake.vn.fi is a virtually complete collection of all Finnish government forms. The bulk of the
forms are a static electronic version of the existing paper forms. Full transaction is not yet
possible: forms must be printed out and sent by post.
− www.julha.fi is a central directory of all government services. Julha has a powerful search engine
to allow searching within public organisations by staff name at sub-department level.

136

op.cit.
For those who are interested: Tietovirrat yrityksiltä viranomaisille. URL : www.tyvi.org.
138
Formerly: http://opas.vn.fi)
137
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5.5.2
Standardisation and open source
The Public Management Department of the Ministry of Finance maintains overviews that relate to all
IT-related affairs of central government. A significant part of the government (13%) uses open source
software (Linux and associated applications). The general use of OSS is widespread among
universities and research institutes, beyond that use is limited to the popular Apache webserver. To its
debit is the limited number of desktop applications that operate on Linux. The recent release of a
Finnish version of Sun’s StarOffice – de facto the only application that lends itself it to professional
use – might change this. The strategic changes that Microsoft has recently made to its licences might
represent a further impetus for the transition to OSS139.
XML is used on the central government websites (for example press releases). As far as a standard for
electronic documents is concerned, the government has chosen the Dublin Core metadata-format140.
The standard proposed by the Finnish Association for Standards for publications on the Internet is also
based on the same format.

5.5.3
Basic information records
The Finnish equivalent of the SoFi number (Tax and Social Security Number) dates back as far as
1963. This unique identification code is now widely used in both the public and private sector. The use
of such personal ID codes in electronic certificates, however, is prohibited by law. The Population
register’s citizen ID card therefore works with standard serial numbers. Any link with personal ID is
made on the database of the Population register that contains the personal data of all Finns, not on the
card itself. The Act on Electronic Service in the Administration of January 2000 stipulates that the
government must give its citizens full access to the personal data that is stored in government
databases.
5.5.4
Intranet
Ministries have been connected to a fibre optic network since 1989. Due to a lack of coordination
between the ministries only a few shared applications have been implemented over this intranet since
then. General Affairs and Finance have therefore recently created a separate department for
information management that – on a voluntary basis – will take over the responsibility for a few
central ministerial systems141.
5.6 e-Democracy
5.6.1
Public access to government information
In the Act on the Openness of Government Activities (1 December 1999) it was stated that all official
documents – regardless of their physical form – should be in the public domain, with the exception of
a number of documents that are mentioned by law (Ministry of Finance, 2001). In addition the Law
defines good practice in information management (cf. US). Thus the government has an active duty of
publication as far as its own activities are concerned.
5.6.2
Parliamentarians with a website
The percentage of parliamentarians that maintain their own homepage in Finland is the highest within
the group of benchmark countries after the US (89%). A significant number of these are hosted by the
sites of the political parties to which the parliamentarians belong. The stimulus for web presence
comes from these parties in particular.

139

ICA, 2001.
Ministry of Finance, 2001.
141
ICA, 2001.
140
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5.6.3
e-Policy-making
In the Act on the Openness of Government Activities it is stipulated that all documents that relate to
decision-making must be made public before decisions are made. Policy in this area is expressly
geared towards increasing the accessibility of policy documents at the beginning of the policy cycle.
The forum site of the Finnish national government, www.otakanaa.fi, is one of the best-known best
practices in interactive policy-making. The site specifically addresses subjects that are still in the early
stages of the policy process.
At a local level there are a number of very active civic webs in which there is a high level of
interaction between citizens, politicians and officials.

5.6.4
Access to legislation, regulations and policy information on the Internet
Legislation and regulations, as well as decrees and legal decisions are accessible on the government
site www.finlex.om.fi.
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6. France
Population (2000):
GNP (2000142):
GNP/capita (2000):
Government spending (% GNP, 1999144):
Central government debt (% GNP, 1994):
Administrative structure:

58.9 million
1.514 € billion143
25.708 €
48.5
48.5
Decentralised unitary state

6.1 Policy and objectives of e-Government
6.1.1
Expenditure
In total the government has released 1.37 billion euros (for the four years 1998 to 2001) in order to
realise the goals set145. In 2001 0.84 billion euros were spent on government Internet activities, plus 90
million euros for the training of officials.
6.1.2
Management and organisation
Le Commissariat Général du Plan is responsible for the development and coordination of eGovernment. This commissariat is directly responsible to the premier. The interdepartmental
committee CISI146 supervises the implementation of e-Government actions, as described in the
(annual) action programmes. In addition, each ministry is responsible for its own e-Government
services147. A number of interdepartmental groups of experts have been formed, which are working on
cross-departmental subjects, such as the impact of ICT on the macro-economy, ICT and business,
online financial service provision and Internet fraud148.
A number of organisations have specific responsibilities with regard to ICT:
- ATICA149 (www.atica.pm.gouv.fr) defines a common framework to enable information
exchange between the various government information systems.
- COSA150 (www.fonction-publique.gouv.fr) simplifies the administrative process.
- Documentation Française is a service that is responsible for the government portal
(www.servicepublic.fr).
- Department de Defence is responsible for Internet security.
- ART151 and ANF152 regulate and strengthen the development of a rapid infrastructure.

142

OECD (2001).
EITO (2002).
144
OECD Factbook (2001).
145
République Francais, ‘Programme d’Action Gouvernementale pour la Société Informatique’, 1998.
146
Comité Interministériel pour la Société de l'Information.
147
République Francais, ‘Programme d’Action Gouvernementale pour la Société Informatique’, 1998.
148
Mission pour l’economie numérique, ‘Programme d’Action pour l’année 2002’, 2001.
149
ATICA stands for: Agence pour les technologies de l’information et de la communication dans
l’administration.
150
COSA stands for: Commission pour les simplifications administratives.
151
ART stands for: Autorité de régulation de télécommunications.
152
ANF stands for: Agence Nationale des frequencies.
143
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6.1.3

Policy objectives

The Commissariat Général du Plan has formulated the following objectives for 2002153:
- The development of new, electronic applications and services for citizens and businesses.
- Making public information available free of charge via the web.
- Placing ICT at the heart of government reform, for instance through ICT training courses for
officials.
A condition is that the budget on the area of e-Government is not increased at a departmental level.
6.1.4
Administration philosophy
E-government policy is directed centrally and integrally as far as possible in order to achieve as
uniform an implementation as possible. At national level objectives are set out annually in an action
programme for ICT developments in France (see above). At a national level, for example, basic
assumptions and actions are being formulated in respect of ICT and education, ICT and culture, ICT
and public service provision and ICT and companies154.
6.1.5
Policy documents and legislation
A privacy law (January 1978) regulates the protection of personal data and citizens’ access to their
(own) personal information in the government’s computerised name files.
6.2 Preconditions for citizens and businesses
6.2.1
Internet penetration
Although Internet penetration grew slowly in France to begin with, access to and the use of the
Internet has increased hugely in recent years. The cause can be found in the fact that at the beginning
of the nineties France had a national network by the name of Minitel that provided citizens with public
and commercial information and services.
In 2000 France numbered 7 to 11 million Internet users compared with 1 to 2 million in 1997. In
February 2002 20% of the population had an Internet connection (Table 5). In 2001 three out of four
companies had access to the Internet (Table 6) compared with one in four in 1997. In France in 2000
73% of small enterprises (6 to 200 employees) had access to the Internet. In 1998 13% of small
enterprises had their own website and in 2000 40%. The share of enterprises in the field of new
technology compared with the total number of enterprises had increased. The number of people
working in ICT has also increased enormously.
6.2.2
Percentage of websites for government institutions
In 2000 a third of French municipalities had a website (Figure 9).
6.2.3
Electronic signatures
The legal value of electronic signatures is equal to the value of a written signature. The government
decree of 31 March 2001 sets out the conditions under which the signature has this value.

153

Statistical Indicators Benchmarking the Information Society, Workpackage 4: National Report for key
eEurope actions France, 2001.
154
See also Programme d’Action Gouvernementale pour la Société Informatique.
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6.3 Service provision to citizens
6.3.1
Electronic service provision to citizens
In June 2000 there were 141 government institutions on the Internet155. Of the 161 government
services examined by Accenture in 2002, 155 are now online (sometimes available entirely via the
Internet including payment, sometimes on a downloadable form)156.
The public government portal Service-Public (www.service-Public.fr) was launched in October 2000
(replacing the Admifrance portal). The new portal gives free access to virtually all public information
and serves as a guide to practical services. This portal is linked to around 5000 French and foreign
government sites. The national government is currently working on linking the portal with regional
and local initiatives too. Almost 50% of the most commonly requested documents are available to
download from the Internet, and some can in fact be filled in online.
The ‘Copernicus’ project is a progressive move – it aims to offer citizens and companies the option of
managing their relationship with the tax service online (personalised services, online filling in of
returns, access to your file, procedural information regarding returns, etc.). A large number of the
objectives have been realised (the online filing of returns and payments, for example, has been
possible since May 2001). At present, around 44,000 companies have taken up services from the tax
administration site (www.impots.gouv.fr/), 170,000 forms have been filled in and 83,000 payments
made, totalling more than 29 billion euros.
Specific services offered via the Internet:
− Income tax (online payment and inspection of file)
− Student financing (online application)
− Notification of change of address (submitted online)
− Application for ID card (online application)
− Application for passport (online application)
− Registering new car (online)
− Etc. See www.service-Public.fr
6.3.1. Status of electronic service provision to citizens
Compared with other countries, France does not score terribly well in the section on overall status
(Table 14).
6.3.2

Use of electronic service provision by citizens

The site Service-Public (www.service-public.fr), on which most government services are provided,
was consulted by more than 1 million visitors in March 2002157. 65% of visitors to this portal
consulted the government pages, 25% consulted commercial pages and 10% visited other agencies.
The total number of users seeking online contact with the government is limited to about 20% of the
total population (Figure 11). This is linked to the relatively low degree of Internet penetration. More
than half of the French that use the Internet visit government sites (Figure 11).
A number of specific services give the following picture (
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Trois ans d’action gouvernementale pour la societé de l’information, CISI, 2000.
Accenture, eGovernment Leadership, Realizing the Vision, 2002.
157
Service-Public, la lettre statistique, March 2002, www.service-Public.fr.
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Table 39).
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Table 39 Services for citizens
Birth registration

Registering new car

Income tax

Responsibility
Municipal responsibility,
local registry of births,
deaths and marriages
The ministry of the interior
and the départements
(Préfectures). The
départements each have their
own vehicle registration
system.

DGI & DGCP have the joint
Copernicus programme

Electronic
In some cities birth certificates can be
requested online. For example in
Bordeaux, www.mairie-bordeaux.fr/
Yes, the first registration (application for
certificate of registration) is done with the
Département. Increasingly this can also be
done at the garages. Then the first
registration is sent via the manufacturer’s
network to the Préfecture, where the
registration is generated and sent back.
This takes place online in real time, but
ultimately the certificate of registration
still has to be collected in person.
Yes, Internet application (ASP-type
structure)
Also online inspection of files

Use
Not known

Not known

In 2002 117,000 people
made use of the e-Filing
option
150,000 applied for the
authentication
certificate.

6.3.3
Best practice
On the tax service website (www.impots.gouv.fr/) citizens and businesses can, among other things, file
a tax return, look at their own tax file and pay tax online.
6.4 Service provision to businesses
6.4.1
Use of electronic service provision by businesses
Businesses can use (a limited number of) government services at the website of the ministry of
economics, finance and industry (http://www.finances.gouv.fr/minefi/entreprise/index.htm).
Specific services provided via the Internet:
− Tax returns (filing online)
− VAT declarations (filing online)
− Social insurance (online application)
− Licences (online information and sometimes application)
− Registering a new business (online registration possible in Paris)
− Customs declaration (filing online)
A survey into a number of specific services for this study gives the following picture (Table 40):
Table 40 Services for businesses
VAT
declarations

Customs
declaration
Registering a
new business

Responsibility
DGI & DGCP have joint
Copernicus programme

Electronic
Yes, since May 2001, both EDI
(electronic data interchange and
Internet application (EFI –
electronic forms interchange)
available (obtain digital certificate
first)
Directorat General Douane et Yes, Déclaration d'échanges de
Droits Indirects
biens en ligne
A new business must register Each register is individually
in the local commercial
responsible for the improvement of
register that is a division of
service provision. The Paris
the ‘business court’. There are register is one of the few that has
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Use
End of May 2002:
44,000 businesses use one of the
two
170,000 e-Filings (per?) and
83,000 e-Payments (per?)
77% for within EU
89% for outside EU
Use of the online application is
still restricted due to
unfamiliarity and the need for a
digital signature. In 2 years 200
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191 business courts in France
and therefore 191 local
commercial registers
Social security
contributions

developed an online application for business have registered online.
the registration of new businesses
(it has received international
awards for this)

Probably via tax service.

6.4.2
Best practice
The ‘one-Stop-shop for business’ on the website of the ministry of economics, finance and industry158.
This portal provides access to comprehensive government information and service provision for
businesses.
6.5 Internal functioning of government

6.5.1
Standardisation and open source
The government bureau for information technology and communication (ATICA159) was set up in
2001 and is charged with developing a community framework so that government information systems
can exchange information with each other. According to the circular of 21 January 2002 government
systems must be able to communicate with each other via XML.
6.5.2
Multi-channelling
There is no specific policy geared towards multi-channelling, but in practice it is used.
6.5.3
Basic information records
The French government maintains a number of records, for example for tax and social security
benefits. The French government does not have one basic personal records database. They deliberately
keep them separate for reasons of privacy. For these reasons the records databases don’t have one
generic (and unique) number for people.
6.5.4
Intranet
Intranet between ministries and council of ministers (ministères et Conseil d'Etat): Administrations En
Réseau (ADER). Lower authorities are still not connected to this.
6.6 e-Democracy
6.6.1
Public access to government information
Since 1978 France has had a law that regulates the public access to administrative documents (act of
January 1978). As much government information as possible is offered on the Internet for citizens and
businesses160. The site www.ladocumentationfrancaise.fr/ includes information on news, politics, the
economy and government information.
6.6.2
Parliamentarians with a website
Not very many parliamentarians have their own website. However, it is possible to e-mail all
parliamentarians via the site www.assemblee-nationale.fr.
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http://www.finances.gouv.fr/minefi/entreprise/index.htm
Agence pour les Technologies de l' Information et de la Communication dans l'administration,
http://www.atiapprox.pm.gouv.fr/mission/
160
Http://www.Internet.gouv.fr/francais/index.html ; http://www.service-Public.fr/
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6.6.3
e-Policy-making
National level: debates and referenda (example: www.cnil.fr and www.forum-citoyen.com/). But there
is not yet any real participation through digital debates or referenda. The aim of the government is to
use these instruments to compile information on popular opinion.
Local level: many cities provide the opportunity to follow meetings over the Internet and sometimes to
take part in question & answer sessions with elected representatives (examples of cities:
http://www.issy.com and http://www.amiens.com).
The Internet is used principally to gauge opinion – there is virtually no actual translation of
contributions of citizens to policy.
6.6.4
Access to legislation, regulations and policy information on the Internet
French, European and international legislation and regulations are published on
www.legifrance.gouv.fr. Policy information can be found at http://www.service-Public.fr and
http://www.premier-ministre.fr.
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7. Japan
Population (2000):
GNP (2000161):
GNP/capita (2000):
Government spending (% GNP, 1999162):
Central government debt (% GNP, 1994):
Administrative structure:

126.9 million
3.592 € billion
28.303 €
30.0
99.0
Parliamentary democracy

7.1 Policy and objectives of e-Government
7.1.1
Expenditure
The ICT budget in the 2001 tax year increased slightly compared to the 2000 budget, from € 9.83
billion to €10.27 billion. However, there is no exact itemisation for e-Government.163 The Ministry of
Public Management, Home Affairs, Posts and Telecommunications (MPHPT) has recently requested a
budget for e-Government of € 0.14 billion for the 2001 tax year.
7.1.2
Management and organisation
In July 2000 the IT Strategic Headquarters was set up for the promotion of e-Japan. These
headquarters fall under the control of the premier and all other ministers, including the IT minister. In
January 2001 a reorganisation took place within the Japanese government. Prior to this the
Management and Coordination Agency was responsible for the promotion of e-Government at a
national level. At a local level this role is performed by the Ministry of Home Affairs.164
7.1.3
Policy objectives
Japan has a clear and ambitious objective on e-Government: to become the most advanced electronic
government in the 2003 tax year.165 This objective was recently postponed till 2005 in the e-Japan
Priority Policy Program 2002166.
7.1.4
Administration philosophy
Japan is assuming that the transition to an e-Government will relieve administrative costs (1), will be
more helpful to its citizens (2) and will be able to revitalise industry (3).167

7.1.5
Policy documents and legislation
Policy documents:
- Millennium Project (1999), in which the original e-Government vision is set out.
- e-Japan Strategy (January 2001) is the policy document on the basis of which e-Japan is being
constructed and set up.
- e-Japan Priority Policy Program (March 2001) contains the specific step-by-step plan based on the
e-Japan Strategy.
- e-Japan Priority Policy Program (2002), the readjustment of e-Japan Priority Policy Program
(March 2001).
161

OECD (2001).
OECD Factbook (2001).
163
Central IT unit, July 2001:72.
164
Science & Technology in Japan, 2002
165
Effectively this means before the end of March 2004, Science & Technology in Japan, 2002 and Citu, July
2001:70.
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Automatiserings Gids, 21 June 2002.
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Science & Technology in Japan, 2002.
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-

e-Japan 2002 Program (June 2001) is the annual action and evaluation programme in the context
of e-Japan.
Acceleration and Advancement of the e-Japan Priority Policy Program and the e-Japan 2002
Program (November 2002) was set up to speed up the ambitious objective.
Personal Information Bill (October 2001).

Legislation:
- Basic Law on the Formation of an Advanced Information and Telecommunications Network
Society (submitted in 2000, adopted in January 2001). This act determined the creation of the IT
Strategic Headquarters and its duties.
- Law Concerning Electronic Signatures and Certification Services (submitted on 24 May 2000,
adopted on 1 April 2001)
- Law Concerning the Protection of Personal Information Related to the Processing by Public
Organization-owned Computers (1988)
- There is a draft bill for the online completion of forms (with the exception of some specific cases).
To date this application has been hindered in particular by legislation that provides that certain
documents must be submitted in written form.
- In addition there is a bill in development to make it possible for local authorities to operate as
Certification Authority (CA) for contact with its citizens.
- Basic Resident Registers Law for the development of the Resident Register Network
- Framework for Electronic Delivery of the Administrative Information (Guidelines) (March 2001).
7.2 Preconditions for citizens and businesses
7.2.1
Internet penetration
Within the benchmark Japan has a very low level of Internet penetration. Even including i-mode users
the Internet penetration is only 40.4% (Table 5). Photos, short films and games are favourites. No
information is known about the Internet penetration in Japan in small enterprises (Table 6). As far as
large enterprises are concerned Japan lags behind most other countries, but not as far behind as in
Internet penetration among citizens.
7.2.2
Unique business registration number
In Japan businesses are registered at prefecture level. Businesses in Japan therefore don’t have a
unique business registration number that can be used nationally to link services and applications to
each other.
7.2.3
Percentage of websites for government institutions
The number of central government websites increased between March 1998 and March 2000 from 356
to 847. This means that all ministries have a site and that there are themed sites and sites for services.
The prefectures have 100% representation on the Internet at local authority level. The municipalities
are some way behind this, but progressing fast (growth from 40% in 1998 to 66% in 2000).
7.2.4
Electronic signatures
In Japan there are various PKI initiatives for the (de)central(ised) government:
1. Government Public Key Infrastructure (GPKI) for communication within central government,
which is used on the Kasumigaseki WAN (K-WAN), which links all sections of central
government.
2. Local Governments Public Key Infrastructure (LGPKI) for 3200 decentralised authorities that use
the Local Government WAN (LG-WAN).
- A Bridge Certification Authority was formed in 2001 to link the various (local) government
CAs and the Commercial Registry Certification Authorities with each other, and should be
fully operational in 2002.
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By the end of the 2002 tax year all ministries will have their own system for electronic handling,
including a Certification Authority (CA). Three ministries, including MPHPT, were supposed to have
this system operational in the 2001 tax year.
For (secure) communication (capable of being authenticated) between local authorities and their
residents a bill is being drafted to enable the local authorities to set up CAs (Public individual
certification service).
7.3 Service provision to citizens
7.3.1
Electronic service provision to citizens
The central Japanese portal www.e-Gov.go.jp was launched on 1 April 2001 and falls under the
responsibility of the MPHPT. All information on government sites can be searched for using this
portal. It is also possible to download forms. The aim is to be able to fill in all forms online. There are
11,123 procedures that can be handled with central government. Of these 35% are due in 2002 and
98% in 2003. The objective for 2002 has now been revised to 50%. In the Accenture study168 into a
number of specific services Japan emerges with a penetration of 90% (Table 7).
7.3.2
Status of electronic service provision to citizens
For the overall status of service provision to citizens in Japan, we can only use the Accenture study
(2002). Compared with the other countries Japan achieves the worst score in the area of overall
progressiveness (Table 14). This is because many services are still in the planning stage.169
7.3.3
Use of electronic service provision by citizens
When we look at service provision, it appears that the Japanese are the lowest users of electronic
service provision by the government. That may be due to the low Internet penetration, which means
that few Japanese are in a position to contact the government via the Internet and because many
services, according to the Accenture study, are still in the planning stage. (Figure 11)
We have done a study for all countries into a number of services in order to obtain a better indicative
picture of the developments in practice. In this we have paid attention to responsibility, whether the
service can be administered electronically and if so, how it is positioned in terms of use. For service
provision to citizens in Japan in the area of income tax and vehicle registration the following picture
emerges (Table 41):
Table 41 Services for citizens
Responsibility
National Tax Agency,
Ministry of Finance in charge
Ministry of Land,
Infrastructure and Transport

Electronic
No, is being introduced for tax in
2004 for 2003 tax return
No, planned for 2005

Use
Not relevant

Birth registration

Responsibility lies with the
municipality. The registration
of birth (Shussei Todoke)
must take place within two
weeks

Not relevant

Change of address

Responsibility of the
municipality

Basic Resident Register Network
is being set up, in which basic
population registration data of
citizens can be exchanged
electronically. Operational as of
2004
Technically possible from 2004

Income tax
Registering new car

168
169

Not relevant

Not relevant

Accenture, 2002
Accenture, 2002
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7.3.4
Integration of service provision to citizens
Service provision in Japan is not yet integrated. That may change thanks to the introduction of the
Basic Resident Card System.
7.3.5
Measuring customer satisfaction among citizens
As yet no customer satisfaction survey has been conducted into electronic service provision to
citizens.
7.3.6
Best practice
The best practice of service provision by the Japanese government to its citizens is the portal site
(www.e-gov.go.jp). Other than that no particular alternatives in service provision to citizens are
known.
7.4 Service provision to businesses
7.4.1
Electronic service provision to businesses
Internet penetration in Japanese businesses is nearly twice as high as the Internet penetration in
Japanese households: 84% versus 40.4%.

7.4.2
Use of electronic service provision by businesses
Several specific services to businesses, which were researched for the ICT benchmark 2002, give the
following indicative picture for Japan (Table 42):
Table 42 Services for businesses
VAT declarations

Customs declaration

Registering a new business

Responsibility
National Tax Agency,
Ministry of Finance in
charge
Japan Customs
Ministry of Finance in
charge

A great number of different
ministries and the National
Tax Agency

Electronic
No, is being introduced for tax in
2004 for 2003 tax return

Use
Not relevant

Yes, NACCS, Import/Export
procedures have been available
online since 1978. Will very
shortly also be available on the
Internet.
Different systems are now linked
to each other.
No, planned for 2004

90% (of 21 million
transactions)

Not relevant

7.4.3
e-Procurement
Japan has set up two routes for the actualisation of e-Procurement: one for non-public works and one
for public works. The schedule for both projects differs slightly, but both should be fully ready to use
in the 2003 tax year. In February 2001 an initial test was carried out for an e-Procurement system by
JIPDEC under instruction from the Ministry of Economy, Trade and Industry. There are now a
number of projects online. Information and results of bidding rounds that were previously published
by regional development bureaux and construction firms can be viewed at http://www.ppi.go.jp. Using
this service, customers can also search for procurement information in a centralised manner. At
www.e-bisc.go.jp bids can be placed electronically. This simplifies the tender process, leading to the
assumption that more parties will tender bids, and a more realistic (i.e. cheaper) price will emerge.
Another comparable site is www.chotatujoho.go.jp/va/com.
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7.4.4
Integration of service provision to businesses
Service provision in Japan is not yet integrated. This might change if they get a nationally valid unique
business number (similar to the Basic Resident Card System). As far as we know there are no plans for
this in the short term.
7.4.5
Measuring companies’ customer satisfaction
As yet, as with service provision to citizens, no customer satisfaction survey has been conducted into
electronic service provision to businesses.
7.4.6
Reducing administrative costs
Although reducing administrative costs is one of the three pillars of the administration philosophy for
e-Japan, no measurements have been conducted into the actual easing of the administrative burden
achieved as a consequence of electronic service provision to businesses.
7.4.7
Best practice
The customs declaration that has been online since 1978 can be seen as a best practice because it has
been online for so long. At the same time this is the only practice that relates to electronic service
provision to businesses. The Nippon Automated Cargo Clearance System Operations Organisation
(NACCS Centre) is an institution authorised by the Ministry of Finance, which carries out customs
duties. The NACCS is an online system that should also be shortly available to consult on the Internet,
bringing one-Stop-shopping a step closer.
7.5 Internal functioning of government

7.5.1
Portal, product catalogue and e-Forms
Japan has the portal site http://www.e-gov.go.jp/. All information on government sites can be searched
for via this portal. It is also possible to download forms. The portal site has received an average of
200,000 hits a month since its inception.170
7.5.2
Multi-channelling
During the national study of Japan no clues or specific examples of a multi-channel strategy were
found. Rather, there is talk of an existing hardcopy section (whereby fax and telephone are also used)
and the creation of an online channel, but not of a definite integration of both channels. Several
ministries are however involved in the development of web-based applications for mobile telephony.
Japan is not only the land of the rising sun, but also the morning star of i-mode.
Dozens of sensors in the road, cameras, surveillance vehicles and helicopters provide a picture of the
current traffic information. The information is passed on to traffic signs, traffic lights and navigation
systems and can also be received on an i-mode handset via ATIS and C&E (both public-private joint
ventures with Tokyo Metropolitan Government, Municipal Police, Japan Road Traffic Information
Centre, and organisations that manage the roads).
7.5.3
Basic information records
The Basic Resident Register Network is currently being set up in Japan. In this network the basic
population registration data of residents is exchanged between the (de)central(ised) authorities so that
different systems and applications can be linked to each other. At present name, address, sex and date
of birth are only known to the municipality. To realise the Basic Resident Register Network the Basic
Resident Registers Law has been adopted. Work will start in August 2002 and two years after that
(August 2004) the Basic Resident Card System will be activated. From that point on many services,

170

Science & Technology in Japan, 2002
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such as forwarding a change of address, will be able to be administered more simply (one-Stop
shopping).
7.5.4
Intranet
All central government officials have their own PC; in the prefectures and municipalities there are 1.3
and 2.4 officials per PC respectively171. Most of these PCs are linked to a LAN. All prefectures have a
LAN, and of the 3,252 municipalities 2,362 have a LAN. In Japan there are two Wide Area Networks,
the Kasumigascki-Wan (K-WAN) for central government and the Local Government-WAN (LG
WAN) for local government. Both WANs are used for e-mail, the exchange of electronic documents
and consulting databases. The K-WAN and LG-WAN are being linked to each other from the start of
the 2002 tax year, beginning with the connection of 60 local authorities to the K-WAN. In the 2003
tax year all authorities should be connected to each other, creating a large government WAN that links
the whole (de)central(ised) government. It is expected that service provision to the citizen will increase
as a result, but also that working processes will run in a more streamlined fashion and that increased
efficiency will result in administrative cost savings.
7.6 e-Democracy
7.6.1
Public access to government information
The Law Concerning Access to Information Held by Administrative Organs (1 April 2001) and the
Law Concerning Access to Information Held by Independent Administrative Institutions, etc. (16
March 2001) have as their objective government transparency and increasing the accessibility of
government information, to assure government accountability.
All information from the various government services can be consulted via the search engine on the
portal site of the Japanese government.
7.6.2
Parliamentarians with a website
Many parliamentarians have their own place on the web. Of the House of Representatives 357 of the
500 members have a site (71.4 %). In the Upper House the percentage is slightly lower. Of the 252
members 178 have their own site (70.6 %).
7.6.3
e-Policy-making
In 2000 a draft bill was introduced by the MPHPT to make electronic voting possible in local
elections. The first pilots are due to start in the 2002 tax year172. Even before there was talk of the eJapan Strategy, use was made of e-Democracy. Both the e-Japan Strategy and the e-Japan Priority
Policy Program have been submitted to their own population and to other countries for consideration.
In March 2001 the Inter-Ministerial Council of Government Information Systems approved the
Framework for Electronic Delivery of the Administrative Information (Guidelines). In concrete terms
this means that the government is open to the reactions of citizens on general policy, important
programmes, projects and regulations and that these comments must be published on websites. There
are various channels open for a reaction to the government: letter, one-Stop-shop, fax and e-mail. Here
therefore there is already talk of multi-channelling.
7.6.4
Access to legislation, regulations and policy information on the Internet
All information from the various government services can be consulted via the search engine on the
portal site of the Japanese government. Legislation can be found specifically at law.e-gov.go.jp/cgi
bin/idxsearch.cgi.

171
172

MPHPT , 2000-b
www.kantei.go.jp/foreign/it/network/0204accelerate_e.html
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7.7 Government sample operation and remarks
Japan has set an ambitious objective for e-Government. This has not been dreamt up in ivory towers.
The draft version of e-Japan has been presented to its own citizens, whose reactions have been
processed. It hasn’t stopped there. The same draft has also been submitted for review to the UK, the
US and the European Union. This openness and reflection serve as an example to other countries
involved in developing e-Government policy.
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8. Singapore
Population (2000):
GNP (2000173):
GNP/capita (2000):
Government Spending (% GNP, 1999174):
Administrative structure:

4.0 million
104 € billion
25.830 €
22.5
City state, one party system

8.1 Policy and objectives of e-government
8.1.1 Expenditure
The bulk of the budget for e-Government activities is taken up by the actual budget for the 2000-2002
e-Government action plan (to be discussed below). The overall budget for that plan is €840 million
(€280 million per annum). In comparison with other countries these are extremely high spend figures –
higher than those of number 2, the UK175 by a per capita factor of 8.
8.1.2 Management and organisation
The ‘head of civil service’ has responsibility for e-Government policy. That person – who is in charge
of Singapore’s ‘internal affairs’ – heads a committee made up of several ministries (represented by
their secretaries general). This commission (e-Government policy committee) is concerned with
determining the strategic direction for e-Government policy. The ICT infrastructure – on which all
electronic service provision is based – is the property of the Ministry of Finance.
The InfoComm Development Authority of Singapore (IDA) was set up by the government in 1999 for
the overall management of the ICT sector. The IDA is responsible to the Ministry of Communication
and Information Technology (MITA: ministry of information, communication and the arts). The IDA
is a ‘statutory board’. It was created as a result of the merger of the National Computer Board (NCB)
and the Telecommunication Authority of Singapore (TAS). The IDA performs the function of Chief
Technology Officer and Chief information Officer (CIO) for the government as a whole. The ‘ICT 21
Masterplan’ (otherwise known as infocomm 21) was drawn up by the IDA. E-government policy is a
part of – and seamlessly linked with – ICT policy (industrial policy), and training and information
programmes which are jointly aimed at making Singapore a leading e-Hub in Asia.
8.1.3 Policy objectives
E-government policy is concerned with three sub areas:
1.
G – E (government to employees); emphasis on ICT skills and knowledge management;
2.
G – B (government to business); emphasis on efficiency of service provision;
3.
G – C (government to citizens); in particular addressing the service provision to citizens.
At the centre of these three major areas is the concern regarding an adequate ICT infrastructure. Such
an infrastructure is provided by GovII. It consists of a network to which all of the government services
are connected, but which can also be used by external parties (such as are relevant to service
provision). Among others, the GEMS (government electronic mail system) and the PS (public sector
smart card) form part of the available infrastructure. The aim of these three areas is implied by the
term governance which in turn refers to the legal policy framework and the controlling function of the
IDA.
The e-Government Action Plan (June 2000) has the following objectives:
− The government reinventing itself in terms of the digital economy
173

OECD (2001).
OECD Factbook (2001).
175
€70/capita in Singapore compared with €8,50/per capita in the United Kingdom.
174
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−
−
−
−

Integrated electronic service provision
Proactive and responsive government
The use of ICT to gain new skills and capabilities
ICT based innovation (inter alia, by stimulating environments for experimentation).

8.1.4 Administration philosophy
Singapore has issued a mission statement (formulated by vice prime minister Tony Tan at the launch
of the e-Government action plan) as the leading principle in its e-Gov activities: ‘The Vision of the
Singapore Government is to be a leading e-Government to better serve the nation in the digital
economy’. An important element of that guiding principle is the economic significance of eGovernment activities and the relationship between the digital economy on the one hand and advanced
public service provision on the other. This is also expressed in concrete terms in the second objective
of the ICT 21 Masterplan which states that ICT must be used in order to drive the competitive power
of major sectors of the economy, the underlying aim being that a good ICT basis (including e-Gov,
and in particular G2B) will give companies in Singapore a head start over other countries.
8.1.5 Policy documents and legislation
IDA was set up under the 1999 IDA Act, which regulates the tasks and competencies of the IDA,
including the supervision of the (accessibility of the) ICT infrastructure. The Electronic Transaction
Act has been effective since 1998. The Act provides the framework for e-Commerce and eGovernment activities. The aim of the ETA was, inter alia, to form a framework for public electronic
service provision by individual government bodies without necessitating each time the separate
amendment of ‘underlying’ legislation and regulations.
8.2 Preconditions for citizens and businesses
8.2.1 Internet penetration
Compared with other countries in the region, Singapore enjoys a high computer and Internet
penetration (59% and 50.8% respectively). By comparison with the reference countries of the present
survey, this actually represents an average score (Table 5). Based on the E-commerce survey carried
out in 2000, 98,7% of companies were connected to the Internet. That is one of the highest scores
worldwide, but based on a variable that is increasingly losing in significance. By now, penetration
among companies has risen to above 90% in practically all the Western countries.
8.2.2 Electronic signatures
Digital signing is regulated by the Electronic Transactions (Certifications Authority) Regulations 1999
and has since been adopted on a large scale.
8.3 Service provision to citizens
8.3.1 Electronic service provision to citizens
The IDA newsletter of January, 2002, regarding electronic government, reports that 65% of services
are electronically available. This corresponds to 1,700 of the total number of 2,600 services.
Accenture reports a penetration nearing 100% for a much smaller random sample of services. (Table
7). After the US, that is the highest score of all the countries of reference – but for a greater number of
services than available in the US.
8.3.2 Status of electronic services provision to citizens
According the same Accenture survey, Singapore again scores highly in terms of the state of the art
services, (Table 14) and now leaves all the other countries of reference behind.
8.3.3 Use of electronic service provision by citizens
No (comparable) figures are available for Singapore regarding citizens’ actual use of online
government services. A study of specific electronic service provision to the citizens of Singapore
affords the following picture (Table 43):
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Table 43 Services for citizens
Service
Change of Address

Birth Registration

New Vehicle
Registration
Income Tax

8.3.4

Electronic Availability
Carried out via OSCARS, the electronic One-StopChange of Address Reporting Service system, meaning
that a change needs only to be advised to the
Immigration and Registration Service or to a police
station. No online processing.
A birth certificate can be requested via the e-Citizen
site (www.ecitizen.gov.sg/). Registration still has to be
made in person.
No, but forms available online.
Available for imported cars, however.
Yes, e-File via Internet

Uptake
Not known. (The Singapore government
does not give relevant information to third
parties.)

Not known.

Not known
Estimate calculated for 2002: 50%. In
April 35%

Best practice

The e-Citizen portal is the central point of access for government services to citizens. The portal
provides for categorised entry depending on life events and to 14 ‘Towns’. The towns stand for topics
such as health, residence and similar. Behind the portal are 540 e-Services of over 54 government
bodies176.
8.4 Services provision to businesses
8.4.1 Use of electronic service provision by businesses
Singapore is the only one in the set of benchmark countries to electronically offer all of the four
selected services (VAT, customs, new company registration, tenders). (Table 44)
Table 44 Services for businesses
Service
VAT
Customs
New Company
registration
Tenders

Electronic Availability
Yes, CPF/IRAS line
Yes
Yes, Bizfile

Uptake
Not yet known
99,9% electronic registration
Not known

Yes, GeBiz

Cumulative transaction value since October, 2001:
€52 million.

Electronic registration has been available since 1989 via the EDI application Trade-Net that was
developed for the Singapore Trade Development Board.
An integrated e-Procurement system was launched in December, 2000, under the name of GeBiz. That
portal provides local and international suppliers access to the government’s procurement services. It is
an end-to-end solution to which all government bodies are connected. Between its launch and up to
October, 2001, the cumulative transaction value on this portal amounted to €52 million. At the same
point of reading, potential tender contracts to the tune of about € 1.76 billion were online177.
8.4.2 Best practice
The Business Town portal is a model of integrated service provision to companies, offering services
and information to both local and international companies (many multinationals have operations in
Singapore, which account for more than half of Singapore’s economy). The services are grouped in
line with the developmental stages of a company: start, growth and exit. Within the portal, a 10-stage
business planning scheme is available, together with access to relevant legal and regulatory
information for companies (including patents and other regulations affecting intellectual property
176
177

IDA E-government newsletter, January, 2002.
From: Heng, J.C (2001), E-procurement and government to business (G2B) portal, IDA, Singapore.
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rights), and there is a possibility of online (one stop) processing, for example, of an application for a
public entertainment license.
8.5 Internal functioning of government
8.5.1

Portal, product catalogue and e-Forms

Government portal SINGOV (www.gov.sg)
Singov is the official government website. The portal provides online access to government news
bulletins, laws, information, policy and transactions. The concept is based on the idea of a ‘single
point of entry’. The portal registers about 500.000 pageviews per month.
Product catalogue
The information and services are grouped into 14 topic categories, based on major life issues:
Business, Defence, Education, Elections, Employment, Family, Health, Housing, Library, Recreation,
Safety & Security, Sports, Transport and Travel
Electronic forms
A large number of forms are available for downloading in PDF format. In many cases they still have
to be printed out and forwarded by post. More advanced means of data exchange between the
government and citizens / companies are also under development, such as the tax service and customs
which are very active in this area and much in demand.
8.5.2 Electronic signatures
Digital signing and mechanisms for identification and authentication are governed by the earlier
quoted Electronic Transactions Act. The Public Service Infrastructure (PSI) has been in place since
January, 2001, and links electronic services and forms to gateways for processing electronic payment
and authentication.
The law contains provision for setting up Certification Authorities. They are institutions (mostly
companies) who are entitled under very rigorous conditions and subject to very tight procedures to
issue digital certificates and to maintain registers. They are officially accredited by the government. To
date there is only one such certification authority.
8.5.3 Standardisation and open source
A great deal of emphasis is placed in Singapore on open standards, not only within government, but
also by the industrial sector. In its third ‘Infocomm Technology Report’ the IDA has raised the
application of open standards (XML, UDDI) to one of its policy spearheads, alongside of grid
computing and peer to peer applications178. Local companies are encouraged to apply open standards.
One of the (rare) commercial pioneers in the area of open standards e-Commerce (evergreen.com) is
also based in Singapore. The system on which the Singapore government itself provides its electronic
services (Public e-Services Infrastructure, PSi) is based on Sun’s Open Net Environment (Sun ONE).
PSi consists of a very extensive collection of basic components constructed around Java (J2EE) and
XML. In this context, one of the direct advantages for the Singapore government was the fact that
every ministry joining the system could retain its preferred suppliers– to the extent that the latter were
actually willing and able to comply with the open standards179.
8.5.4 Intranet
In 1997, five separate government networks were joined to an ATM/Fast Ethernet network, the
Government Information Infrastructure (GII). Both the intranet – to which all the ministries are

178
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CNET.com, March, 2002.
http://www.ncs.com.sg/mind_share/making_it_happen/making_2001/making_einfrastructure_01.asp
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connected – as well as the internal mail system (Government Electronic Mail System) and the Public
Sector Smart Card application operated via GII.
8.6 e-Democracy
8.6.1 Public access to government information
Singapore does not have a ‘freedom of information act’ or any respective law.
8.6.2 e-Policy-making
Given the low degree of democratic content of the political and governmental system, this issue does
not or only marginally arise in Singapore.
8.6.3 Access to legislation, regulation and policy information on the Internet
Much of legislative and regulatory processes can be scrutinised on the Internet. Although there is not
yet a central government database on which everything can be found. The laws are spread over
different databases that are sometimes commercially operated. Hence there is a variety of sources
(such as LawNet, ElectronicGazette, Singapore Statutes Online) of variable quality. The laws passed
by Parliament since April 1, 2002, are published on the Parliament’s website.180.

180

www.gov.sg/parliament/bills/html/bills.html
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9.

United Kingdom

Population (2000):
GNP (2000181):
GNP/capita (2000):
Government Spending (% GNP, 1999183):
Central Government Debt (% GNP, 19994):
Administrative structure:

59.8 million
1.660 € billion182
27.775 €
37.8
47.6
Parliamentary Democracy

9.1 e-Government policy and objectives
9.1.1

Expenditure

The reserves set aside (annually, per capita) by the British Government for specific incentive schemes
in respect of electronic government are among the highest worldwide. Apart from the sector specific
expenditure on the development of an IT infrastructure (including websites and intranet systems)
€1,53 billion have been set aside for the period 2001-2004 to improve the government’s on-line
presence (NAO, 2002). Roughly two thirds of the scheduled amount are reserved for central
government, with €536 million for e-Government innovation incentives at local level (ibid.)
The e-Envoy’s Office (OeE) which is responsible for the implementation of eCommerce and
eGovernment policy in the UK (see hereunder) has rapidly developed to an agency of considerable
size since it was set up in September, 1999184. Annual operating costs of the OeE – not including the
cost of projects such as Gateway – of OeE amount to around €35 million.
9.1.2

Management and Organisation

Overall responsibility for co-ordinating the modernisation of government – including the migration of
services to the Internet - lies with The Cabinet Office (General Affairs). The Central Information
Technology Unit (CITU) was in charge of policy implementation in the area of eGovernment until
September, 2000, when this unit merged with the OeE. CITU also developed the forerunner of
Gateway, the Government Secure Intranet (GSI). The OeE has furthermore also partially taken on a
part of the responsibilities of the former Central Computer and Telecommunications Agency (CCTA).
The CCTA maintained, inter alia, the first successful government portal in the UK, www.open.gov.uk.
The OoE intends in the short term to set up a data centre to host all of the government’s systems and
sites. Until recently, the new central government portal (UK Online) was hosted in California.
The e-Envoy reports directly to the Prime Minister and works in close co-operation with junior
minister Douglas Alexander.
9.1.3

Policy objectives

The OeE is responsible for achieving the following three core objectives:
1. The UK must provide the best e-Commerce framework conditions in 2002
2. Anyone wishing to do so must have access to the Internet by 2005
3. In 2005 any government service provision must be electronically available.
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OECD (2001).
EITO (2002).
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OECD Factbook (2001).
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250 staff (October, 2001).
182
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The last target was considerably lower at the outset, but was adjusted upwards following pressure from
the Public Accounts Committee. At the same time, the definition of ‘electronic service delivery’ was
also tightened. The defined percentage of on-line services is now no longer based on the number of
(stages of) individual transactions, but rather on the number of services that are fully available in
digital format185. The National Audit Office (2002) rightly points out that the emphasis nevertheless
remains on the availability of electronic services (readiness), rather than on actual demand and
citizens’ needs (intensity).
9.1.4 Administration philosophy
Originally, the policy in respect of electronic service provision was aimed at modernising the
government (i.e. cost saving, better response to the needs of the public and improvement of service
quality). The provision of electronic services appears over time to have become rather more an aim in
itself (cf. the meticulous exercise of counting the number of services available on-line, as also takes
place in Australia). OoE strategy appears to be shifting towards media campaigns in order to preach
the Internet gospel to as many citizens, companies and government bodies as possible186. This is in
part due to the relatively low Internet penetration in the UK (see above) and the limited success of
government portals (and in particular UK Online) and systems (Gateway). The National Audit Office
in its 2002 study argues in favour of a change in strategy, i. e. a policy return to the original objectives,
the underlying thought being that a general improvement in government functionality would widen the
support of that same government. Emphasis would have to shift from a supply oriented strategy (“[…]
simply providing access to services in electronic forms”) towards a strategy aimed at the potential
(sic!) demand on the part of citizens and companies (“[the] active management [of] take-up and
usage.”).
9.1.5 Policy documents and legislation
Policy Documentation:
1. Cabinet Office (March 1999), Modernising Government
− This is the central policy document in which the British government unfolds its ‘corporate IT
strategy for government’.
2. NAO (December, 1999), Government on the Web
3. e-Envoy (April, 2000), e-Government Strategy Framework
4. CITU (July, 2000), Benchmarking Electronic Service Delivery
5. e-Envoy (July, 2001), Benchmarking Electronic Service Delivery
6. NAO (April, 2002), Better Public Services Through e-Government
7. NAO (April, 2002), Government on the Web II
Legislation:
Electronic Communications Act (May 2000).
This act, inter alia, grants legal validity to an electronic signature and digital certificates. It
furthermore instructs ministries to submit proposals “[to] amend legislation to remove statutory
barriers to the electronic delivery of services or to e-Commerce.”187
9.2 Preconditions for citizens and businesses
9.2.1 Internet penetration
At 48.5% the UK is certainly not in the lead where Internet penetration is concerned. (Table 5). That is
one of the reasons why the government has recently begun to pay more attention to multichannel
access. In the light of its extraordinarily ambitious targets, the government is probably looking too far
185

Consequently, two services that were to have been made available at 5% and 95% respectively, would have
achieved a total of 50% under the old setup, and 0% under the new system.
186
Accenture, 2002.
187

GOL, 2001.
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ahead. The UK has the lowest score (80%) of all the benchmark countries for which data are available
in terms of Internet penetration by companies. (Table 6). Relatively speaking, these figures are
actually somewhat out of date and furthermore indicate a variable that is slowly losing its
differentiating impact.
9.2.2 Unique business registration number
The UK has/operates a single number for legal bodies (EIPA, 2001).
9.2.3 Percentage of websites for government institutions
In 2000, almost all local authorities in Britain were online (Figure 9).
9.2.4 Electronic signatures
In principle, the Gateway system (see below) necessitates general use of the electronic signing facility.
The services made available to citizens by means of this system do, however, not (yet) provide this
option (for further information refer to Services to Citizens/Income Tax). A limited number of services
provided via Gateway uses the certificates that are issued by that system (see above)
9.3 Service provision to citizens
9.3.1 Electronic service provision to citizens
‘e-Champions’ are required on a half yearly basis to submit a recent update to the OoE in respect of
the status of electronic service provision within their ministries. Going by OoE figures, 42% of all
(521) services were online by the second half of 2000 – compared with 33% in the previous survey.
By the end of 2002, 73% of all services were due to be electronically available188. Accenture figures
(based on a much lower end total) give an indication of distribution at the beginning of 2002 in
relation to that of other countries. The position in the UK is being compared with that of the
Netherlands. (Table 7)
9.3.2 Status of electronic service provision to citizens
In relation to other countries, the UK scores below average when it comes to sophistication in
electronic services. (Table 14).
9.3.3

Use of electronic service provision by citizens

Despite the heavy emphasis on e-Government policy, it would appear that the British population has
not (yet) been won over to the idea of electronic government. The number of Britons to have made
online contact with the government during the past year is the lowest of all benchmark countries, both
in terms of a percentage of the population as a whole as well as a percentage of the total number of
Internet users among the population. (Figure 11). A number of services have been more closely
scrutinised (Table 45). The UK score is low for this selection of services.
Table 45 Services for citizens
Service
Change of Address

Registration of a Birth
New Vehicle Registration

Income Tax

188

Electronic Availability
Locally arranged, difficult to assess. At Royal
Mail (www.consignia-online.com) it is
possible to advise a change of address online.
Not known
Yes, initial vehicle registration by dealers and fleet
owners is computerised, but not yet available
everywhere
Yes, Internet Service for Self Assessment

Uptake
Not known

Not known
Not known

160,000 during 2001 (<4%)

See www.e-envoy.gov.uk/ukonline/progress/montprog.htm en www.e-envoy.gov.uk/esd.htm
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9.4 Service provision to businesses
9.4.1 Use of electronic service provision by businesses
Services to companies in the UK have also been researched in detail (Table 46):
Table 46 Services for businesses
Service
Customs
VAT
New Company
Registration
Tenders

Electronically available (readiness)
Yes (via EDI solution)
Yes, Electronic Vat Return (EVR),
Internet application.
No, but forms available online

Uptake (Intensity)
Almost 100% of imports, 20% of exports
3,500 companies (of a total 1,7 million – 0,2%)
make use of the application.
Not applicable

TenderTrust pilot project

Project completed and not extended.

In countries such as the UK, where an electronic signing facility is not yet in place, the opportunity for
online registration of a new company is not available. Tenders: The Office of Government Commerce
(OGC) is responsible for rolling out public tender online. OCG aims to achieve cost savings of €1,53
billion by way of (assumed) efficiency gains thanks to migration to electronic channels. By the end of
2002, 100% of tenders were due to be computerised.
9.5 Internal functioning of government
9.5.1

Portal, product catalogue and e-Forms

Government Portal
The incorporation of CITU within OoE was coupled with the unpublicised closure of the much
heralded “simply designed ‘finder’ site”189 www.open.gov.uk. It was replaced by the new site
http://www.ukonline.gov.uk. The initial version of the new portal was not altogether successful, partly
due to its cumbersome and static design and inefficient search functions. The design of
www.ukonline.gov.uk is based on the highly regarded ‘life cycle structure’ with the following links.
(Table 47):
Table 47 Links within the Life Cycle Structure of the Government Portal
Moving Home
Having a Baby
Going Away
Starting a New School

Dealing with Crime
Learning to Drive
Death and Bereavement
Your Choices at 16+

Looking after Someone
Looking for a Job
Pensions and Retirements

9.5.2 Electronic signatures
A root CA was recently introduced (HMG Root Authority). All PKIs in the public domain are
ultimately certified via the central Root Authority. In this way, a hierarchical structure is created
within the government (cf. the Netherlands). According to the latest reports (November, 2001) no
ministries are yet certified in this way, but rumour has it that this was due to change shortly.190.
9.5.3 Standardisation and open source
The Interoperability Framework (e-GIF) and the e-Government Metadata Framework (e-GMF) are
two major components of the British e-Government strategy. E-GIF lays down policy in respect of
interoperability within the public sector, defines standards and determines the architecture of all the
linked government services that are made available on the Internet (such as the UK Online portal,
Gateway, and Electronic Service Delivery). In actual fact, E-GIF policy is aimed at the use of XML as

189
190

NAO, 2002.
Op.cit.
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the principal standard for the exchange of data (cf. France, Singapore) and for other standards that are
well represented in the market place.
9.5.4 Multi-channelling
In 2001, the British government embarked on a project to also publicise the content of the
www.ukonline.gov.uk portal via the new media, such as TV and WAP. In addition, five hundred
Internet kiosks have been set up since the autumn of 2001, from which the portal can also be
accessed.191. The official line is that the policy is aimed at ‘universal and inclusive access for all
citizens’, though no comment is made on the aspect of using alternative channels, such as telephony
(call centres) or ‘normal’ counters.
9.5.5 Basic information records
In the UK there is no universal personal registry number. Different IDs are used in every sector, the
British equivalent of the Dutch SoFi number (Tax and Social Security Number) being the most
common. That number is also used by the tax authority. However, the associated identity card is not
recognised as a universal identity card192. The introduction of an electronic identity card is a politically
rather sensitive issue in the UK193.
9.5.6 Intranet
The Gateway is the ‘centralised authentication engine’ of the British public intranet. Gateway
validates transaction applications and then forwards them to the provider of the service concerned via
the Government Secure Intranet (GSI). OoE has responsibility for the network that must offer a
completely secure solution for communication between all levels of government (national, regional,
local) and non-government public bodies. The number of GSI users has been growing steadily since
the late nineties. To date, service provision has hardly progressed beyond the level of e-mail and
simple directories.194. At present, a tender is underway for the development of a successor to GSI,
GSI2. This new network is to be the joint responsibility of the OoE and the Office of Government
Commerce. The e-Delivery team of the OoE is working on a design based on a ‘hub and spoke’-model
which is expected to offer interconnectivity with local government bodies and third (including private)
parties. Going by the schedule, one hundred local government institutions are due to be connected to
GS12 by the Spring of 2004195.
−
−
−
−
−

Services via Gateway (see also above under services to citizens/companies):
VAT
PAYE (‘Pay As You Earn’) returns
Corporation tax
Income tax

9.6 e-Democracy
9.6.1 Public access to government information
In the Anglo-Saxon system, the government is generally slow to make information available, although
in actual practice and in law, the ensuing exercise of gaining access to such information is well
established. The emphasis is therefore on the rights of citizens rather than on (pro)active intervention
on the part of government. In the area of public access to information, such rights have recently (in
2000) been laid down in the Freedom of Information Act.

191

ICA, 2001.
EC, 2001.
193
op.cit.
194
NAO, 2002.
195
Op.cit.
192
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9.6.2 Parliamentarians with a website
In the UK, 39% of members of the House of Commons have their own website. This is a low score by
comparison with the other countries of this survey. Only the Netherlands and France scored even
lower in this regard.
9.6.3

e-Policy-making

In the Anglo-Saxon tradition of checks en balances the citizen is explicitly seen as a ‘countervailing
power’. That makes opportunities to object or intervene very important indeed. In the UK,
considerable emphasis is placed on responsive government, for example. That also means that citizens
have to be given the means to influence policy (apart from a service that specifically responds to the
questions asked). In this context, ICT is seen as a major boost to the ‘empowerment’ of citizens.
However, policy is based on active subsequent scrutiny by citizens (e. g. by providing legal bodies
with concrete information in respect of a specific act of legislation) rather than by prior objection
being raised (with the government’s active involvement).
In the UK, the impact of ICT in policy-making is understood in the broader context of endeavours
towards more interactive policy-making. The significant value added of ICT is the opportunity of
considerably shortening the period of the objection process. As a result, the British e-Government
policy explicitly provides for the opportunity of using ICT to increase the participation of citizens in
the democratic process between elections196. The home base of national e-Democracy policy (an issue
to which e-Envoy has devoted a separate team) is a separate ‘Citizen Space’ section on the
www.ukonline.gov.uk government portal, where citizens can obtain information on parliamentarians,
discuss any new government plans, and be registered as voter, where applicable197.
9.6.4 Access to legislation, regulations and policy information on the Internet
Via the site http://www.legislation.hmso.gov.uk/ any of the UK’s basic legislation is openly available.
It also shows old laws, going back hundreds of years ago in some instances. The interactive site of the
Court Service (http://www.courtservice.gov.uk) provides an overview of the most recent judgements
passed by Magistrates’ courts.

196
197

E-Envoy/OGC, 2001.
GOL, 2001; OECD, 2001.
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10.

United States

Population (2000):
GNP (2000198):
GNP/capita (2000):
Government Spending (% GNP, 1999200):
Central Government Debt (% GNP, 19994):
Administrative structure:
10.1

275.4 million
10.983 € billion199
39.886 €
32.7
40.0
Federation

e-Government policy and objectives

10.1.1 Expenditure
An estimate by Gartner indicates that investments in e-Government technology amounted to almost 2
billion Dollars in 2001, and are expected to increase to over 6 billion Dollars in 2005. There is a
federal e-Government fund worth $ 20 million in 2002, and $ 100 million for the next three years. This
fund is aimed particularly at ‘interagency initiatives’ and is therefore independent of the regular
budget for the various government institutions.
10.1.2 Management and organisation
Policy responsibility for e-Government lies with the Office of Management and Budget (OMB), which
is comparable to a combination of the ministries of General Affairs and of Finances. OMB is in turn
part of the President’s Executive Office. The e-Government issues therefore also forms a part of the
President’s Management Agenda. This Agenda lists a number of topics aimed at improving
government procedures.
Within OMB there is a (politically appointed) Director of Information Technology and E-government,
who has set up a Task Force with a view to promoting the issue of electronic government across the
entire (federal) government apparatus. The majority of ministries and federal institutions are
represented in this Task Force (which operates under the name of Quick Silver).
The CIO Council is another important co-ordinating body. The Council was set up in July, 1996, with
the aim of stimulating information policy and ICT integration by and between government institutions.
In the same way as in the industrial sector (and in the same way as in Canada) the function of a Chief
Information Officer has thus been created. One of the committees of the CIO Council is that of E
government. Representatives from industry also sit on this committee.
10.1.3 Policy objectives
The policy regarding electronic government was given an enormous boost by former Vice-President
Al Gore. During his time in office a number of operational objectives were formulated (such as: the
top 500 services must be electronically available); these have been achieved in the meantime. The
formal objective in respect of electronic services is that all information and services must be opened
up electronically by 2003. A secondary objective consists in forms being made electronically
available, and completed forms being electronically transmittable.
E-government strategy must lead to improvements in terms of:
- Simplification of service provision to citizens;
- Reducing bureaucracy;
198

OECD (2001).
Conversion of US$-€ based on average of EU reference countries.
200
OECD Factbook (2001).
199
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- Accessibility of government information and services to all target groups (citizens, companies as
well as other authorities);
- Cost saving and simplification of operational processes ;
- Streamlining of government procedures such as to enable speedy response to citizens’ needs;
- Contributing to other items on the President’s Management Agenda.
10.1.4 Administration philosophy
e-Government is described as the use of digital technology aimed at improving the effectiveness and
efficiency of government operations and services. In future, a great deal of emphasis is to be placed on
market compliance and results oriented procedures – each new initiative must, in principle, be
substantiated by a business case. ICT is seen as a lever for getting the government to work more
effectively. Efficiency, cost savings and productivity improvements are priority issues. The emphasis
on ‘value for money’ is not just due to the arrival of a Republican government, but is also required
under specific legislation and regulation, e. g. the Clinger-Cohen Act (which, inter alia, calls for more
performance accountability).
10.1.5 Policy documents and legislation
Policy documents:
1.
E-government Strategy (2002), see above.
2.
-

CIO Council’s Strategic Plan (2001-2002), aimed most importantly at:
Connecting citizens;
Interoperability and innovations;
Security and reliability;
Skills and resources;
Collaboration and awareness;
Managed investments.

Under legislation to tackle the issue of electronic government the paperwork reduction act (and hence
the paperwork elimination act) is of particular importance. The provision of information and services
by electronic means is in this way enforced by hard and fast objectives. Thus, the GPEA (Government
Paperwork Elimination Act ) stipulates that all government services must in 2003 be made available in
digital format. Moreover, the following are of importance:
E-government Act (2001): regulates, inter alia, a federal CIO and ‘ICT skills’ oriented training
facilities.
E-sign: Electronic Signatures in Global and National Commerce Act (2000) regulates, inter alia,
consumer protection (in connection) with electronic signing facilities.
UETA: Uniform Electronic Transactions Act; a broader legislative framework to establish a legal basis
for electronic communication and transactions.
10.2

Preconditions for citizens and businesses

10.2.1 Internet penetration
Internet penetration in the US is amongst the highest in the world (60.3% within the general
population, with 70 and 87% among small and medium-sized companies) (Table 5 and Table 6). This
is also due to the fact that the Internet had its origins in the US. In this connection, flat rate telephone
charges at local rates provided a further stimulating precondition for the broad expansion of the
Internet.
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10.2.2 Unique business registration number
Medium and small businesses and one-man operations hold the EIN (Employer Identification
Number) which serves as federal tax identification number (via the tax authority, IRS).
10.2.3 Electronic signatures
The legal framework is provided by the earlier quoted E-sign: Electronic Signatures in the Global and
National Commerce Act (2000). It states that the signature may be used on a voluntary basis.
Obligations only apply in respect of the (federal) government.
Per 21 October, 2003, government services must in compliance with the Government Paperwork
Elimination Act accept electronic signatures and in turn also use them themselves.
10.3

Service provision to citizens

10.3.1 Electronic service provision to citizens
The US score highest when it comes to online service provision. (Table 7). Strangely enough, there is
talk of a drop in the percentage for 2001. That may point to a shift in policy emphasis to a more
integrated service provision.
10.3.2 Status of electronic service provision to citizens
In a survey of just over 1,300 federal policy initiatives201 in the area of electronic government, the
categories of information services, forms, transactions and transformation have been separately
assessed. A large majority of initiatives is still at the information provision stage. However, a third of
activities involve transactions. The following picture emerges (Figure 15):

Figure 15 Pie Chart of Service Provision in the US
A comparison with other countries can be found in the studies by Accenture (2001, 2002) in which
this item (‘service depth) is measured in a four-section chart. (Table 14). Furthermore, both these
studies as well as those of the GSA/CIO confine themselves to the federal government.

201

An inventory of Federal E-Government Initiatives (January, 2001). GSA in co-operation with CIO Council.
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10.3.3 Use of electronic service provision by citizens
In the year 2001, 55% of grown-ups among the American population who are online, have taken
advantage of the government website (National Technology Readiness Survey, 2002)202. 21% of the
online population carried out an online transaction with the government.
According to a survey by research agency PEW (2002) 68 million Americans used government sites.
In 2000, that proportion still stood at 40 million203. In the top 3 of the most popular services and
information sources are:
- Tourism and leisure
- Research for work or school
- Downloading of forms
Estimates in comparative research suggest somewhat different figures. Nielsen/Netratings (2002) state
a percentage of 60% of the American population to make online contact with the government over the
past year, TaylorNelson/Sofres (2001) gives a much larger percentage of 34% (% online population in
Figure 11).
Apart from this general picture, we have assessed four services in terms of the ‘electronic state of
affairs’ and to what extent figures are available for these services (Table 48). The latter appeared to be
the case only for income tax.
Table 48 Services for citizens
Birth Registration

Responsibility
Electronic Availability
Individual states. Often lies
Not known
with the Ministry of Health or
Vital Statistics

Change of Address

Various public and private
institutions at federal, state
and community level

New Vehicle Registration

Individual States

Income Tax

Inland Revenue Service

Take-up
Not known

Examples are available for
Not known
change of address online, one
of them being the US Postal
Service (www.usps.com).
Yes, in most States
Not known, but probably
quite high
Yes, e-File (EDI application) 38.9% of all declarations are
received electronically

10.3.4 Measuring customer satisfaction among citizens
Research is carried out mainly in respect of citizens’ expectations, e.g.:
- Council for excellence in E-government (September 2000): E-government, the next American
Revolution;
- GSA and IAB (intergovernmental advisory board): Citizens expectations for electronic
government services (September 2000).
Going by this last named study it would appear that the form of citizens’ consultation varies greatly.
From a listing of 19 case studies (both at federal, state and local authority level) it appeared that use is
made practically everywhere of input by citizens, varying between input via focus groups, surveys or
via provision made for comments on the website.

202

This comes to over 90 million Americans – one third (33%) of the total population. The figure of 68 million
from the Pew survey (see above) represents a quarter (25%) of the total population.
203
Compared with 2000, the number of users has therefore increased by 70% in 2001.
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10.3.5 Best practice
The portal of recreation.gov. represents an example of integrated service provision for citizens. It is
one of the first initiatives (of a total of 24 selected by the Quick Silver task force) to come into being
by means of cross-agency co-operation – headed by the Department of the Interior (DOI). It represents
a one-Stop concept for any leisure provision anywhere in the whole country, in which all levels of
government are brought together (where appropriate in connection with passes, reservations and
maps). The most important function is performed by a database on which searches can be made in
various ways (for location, topic etc.) and which also contains photographic materials and maps. The
site also takes on the characteristics of a market place in that it offers a variety of transaction
opportunities (reservations, purchasing of services and products).
10.4

Service provision to businesses

10.4.1 Use of electronic service provision by businesses
In this section we are looking at the electronic provision and the uptake of a number of specific
government services. In this connection, the following are taken into consideration (Table 49):
Customs Services;
VAT levy;
New company registration, and
Employees’ social contributions.
Table 49 Services for businesses
VAT formalities

Customs declarations
New company registration
Social Contributions

Responsibility
Internal Revenue Service,
Bureau of Alcohol, Tobacco,
and Firearms, and Customs
Service
US Customs

Electronic Availability
Not known

Uptake
Not known

Yes

96% of all declarations are
electronically received
Not known
Not known

Individual States
Yes, in the main
In the US, responsibility for
Not known
levying income tax and social
contributions lies with the
IRS.
http://www.irs.gov/

10.4.2 e-Procurement
The US has a portal site (FedBizOpps.gov) for federal government tenders above $ 25,000. De site
only provides information on procurement, and no actual transactions take place.
10.4.3 Best practice
Business gateway (www.firstgov.gov/Business/Business_Gateway.shtml). represents an example of
integrated service provision. It brings together any relevant government information and electronic
services at federal and state level. Among the services on offer are electronic tax filing, social security
services, licenses (business licensing) and buying from and selling to (e-Procurement) the government.
Furthermore, information is made available on the subject of business development (from starting up
to expanding a company), legislation and regulation, international trade and ‘workplace-issues’.
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10.5

Internal functioning of government

10.5.1 Portal, product catalogue and e-Forms
Firstgov.gov, the portal for the government as a whole has been in place since September, 2000.
Behind it are numerous thematic and target-oriented ‘subsidiaries204 and the site provides access to as
many as 20.000 government sites, 30 million federal government pages and 17 million pages for
individual states. Fistgov.gov has recently undergone a far-reaching restructuring, focussing in
particular on integrated service provision (see under product catalogue) and cross-agency portals. The
central government portal contains three channels or product groups, i. e. one for citizens, one for
companies and one for the government itself (Figure 16).

Citizens
Find Government Benefits
Compare Nursing Homes
Change Your Address
Volunteer
Shopping & Auctions
Find a Government Job
Social Security Online
Apply for Student Loans
Find a School or Library
Zip Code Look-Up
Passport Applications
Recreation One-Stop
Birth & Marriage Certificates
Drivers Licenses
and much more

Companies
Business Opportunities
Business Laws & Regs
Federal Auctions & Sales
E-File Your Taxes
Employer ID Number
Wage Reporting
Small Business Procurement
Registry
Subcontracting Opportunities
File Patents & Trademarks

Government (Personnel)
Grants
Geographic Information
Employee Locator
Per Diem Rates
Federal Personnel-Payroll
Changes
Federal Thrift Savings
Changes
Government Jobs
Buying Supplies & Services
Auctions & Sales

Figure 16 Three categories
10.5.2 Electronic signatures
In 1998, the CIO council issued a policy document under the title ‘Access with Trust’. Various laws
(GPEA and E-sign) also contain stipulations regarding the safeguarding of transactions. A federal
Project (ACES: access certificates for electronic services) has been started up under the umbrella of
the GSA and in which the GSA itself is to form the ‘trust anchor’. Currently the situation is such that
various (federal) PKI solutions are in place which must be brought together in order to achieve the
transition from ‘individual islands of trust’ to a ‘web of trust’. The creation of a Federal Bridge
Certification Authority and of a federal PKI policy authority form an important part of this approach.
In the OMB strategy document (E-government strategy) a partial project is given over to identification
and authentication, the objective being to have an E-authentication gateway operational by the end of
September, 2003.
10.5.3 Standardisation and open source
Standardisation is encouraged and monitored by the CIO council. An XML working group has, inter
alia, been set up to extend the development of e-Business standards.
10.5.4 Intranet

204

The increase in the number of subsidiaries was so rapid that a slowing down on target oriented and thematic
portals is now being discussed in favour of more effort being devoted to integration.
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The US does not have an overriding federal initiative. The ministries themselves have responsibility.
As a result, several major intranets were set up side by side with each covering a specific domain205.
10.6

e-Democracy

10.6.1 Public access to government information
In the US the laws covering public access to government information also include regulations on good
practises regarding information management. The American Freedom of Information Act was
amended in 1996 in respect of provision for electronic information. One specific stipulation, for
example, states that services “may establish ‘multi-track’ response systems to facilitate the processing
of simpler requests, rather than putting all requests in a single ‘queue.’”
10.6.2 Parliamentarians with a website
In this respect the US achieve the highest score: 100% of parliamentarians have their own website.
10.6.3 e-Policy-making
The 2001 e-Government Act contains regulations in respect of the Internet and interactive policy
making. No actual legal obligations are in place. The Ministry of Agriculture, the Federal
Communications Commission (FCC) , the Environmental Protection Agency (EPA) and the Ministries
of Transport and Public Housing and Town Planning actively engage in public (online)
consultation.206.
From the survey by PEW (2002) it would appear that:
- 42 million Americans have used government websites in order to scrutinise policy proposals;
- 23 million Americans have used government websites in order to forward comments to officials
and politicians;
- 14 million Americans have used government websites in order to form an opinion at election time;
- 13 million Americans have taken part in online lobbying campaigns207.

205

To quote the intranets of DOD, NASA, US Navy, NSF en US Postal Service, inter alia.
Round Table Report on US, ICA 35th conference, Berlin 2001.
207
15%, 8%, 5% and 5% respectively of the American population. Categories are not exclusive. The same
persons may come up in several categories.
206
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11.

Sweden

Population (2000):
GNP (2000208):
GNP/capita (2000):
Government Spending (% GNP, 1999210):
Central Government Debt (% GNP, 19994):
Administrative structure:

11.1

8.8 million
267 € billion209
30.095 €
55.1
71.3
Parliamentary democracy

e-Government policy and objectives

11.1.1 Expenditure
In Sweden, public sector spending on IT is among the highest in Europe (and possibly the world).
According to Kable (2002) a large part of it is designated for eGovernment – a picture that coincides
with that of the other Scandinavian country of reference, Finland. In the case of Sweden, the law of
diminishing returns is gradually making itself felt: IDC (2001) suggests a growth forecast of a mere
2% for the 2000-2002 period compared with an EU average of around 10%. As far as is known,
Sweden has no specific incentive programmes in the area of electronic government. Per capita public
IT spending is actually by far the highest of all countries of reference. Such a picture confirms the
nature of governance in Sweden.
11.1.2 Management and organisation
The strategy in respect of e-Government is not seen by the Swedish government as a separate
initiative, but rather as an integral part of a broader strategy towards the modernisation of public
government.211. Particular emphasis is therefore placed on moves to strengthen democracy212.
The independent advisory body Statskontoret (the Swedish Agency for Public Management) is
responsible for modernising the government. In this context, the emergence of a 24-hour economy
plays an important part. The Swedish government endeavours being in a position to offer its services
independently of time and place. Statskontoret has been appointed by the Swedish government for the
purpose of coaching and advising it and to draw up guidelines213. The office reports to the cabinet
twice a year, and the final report is scheduled for the summer of 2003. IT is seen as the most important
tool in the further development of services.
1.1.3 Policy objectives
No specific objectives have been formulated at national level in respect of e-Government, with the
exception of the phrase contained in An Information Society for All (see above) “[for] Sweden to
become the first country to create an information society for all.”
Government bodies do, however, have an obligation regarding the provision of electronic services: : if
it is cost effective to make services available in digital format, then the government body concerned
must do so – provided that the principle of generic ‘services to all’ is not thereby compromised.
Statskontoret has translated its obligation into a number of subordinate objectives for 2005, though
without quoting actual figures, however. It must be possible via the Internet:
− To file all registrations and applications;
208

OECD (2001).
EITO (2002).
210
OECD Factbook (2001).
211
Ljunggren, 2001.
212
ibid.
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ICA, 2001.
209
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−
−
−
−
−

To pay dues and apply for allowances;
To follow a specific issue and communicate accordingly;
To take note of any public documents;
To search for the correct department and/or official;
To make suggestions and notify complaints.

11.1.3 Administration philosophy
As stated, eGovernment policy comes under the umbrella of a general modernisation of government.
Swedish culture is characterised by a certain obsession with public availability of information and
transparency (see also under privacy)214, the core values being democracy, legislation and efficiency.
These values are also transposed onto the overriding objectives set for Statskontoret215.
The aim of a more accessible government, working with greater efficiency and making services and
information centrally available regardless of place and time (one stop idea) requires the close co
operation of all the bodies concerned. In this context, the structure of the Swedish system of
government with its extensive degree of autonomy for the (many) executive services proves to be
disadvantageous. Although there is something to be said for an autonomous set-up (development of
new services in parallel, tailored to specific target groups), closer co-operation is a must in the case of
larger (and more costly …) projects, in particular. Staatskonret is therefore aiming for an extension of
its competencies such that binding standards may be applied to the executive services216.
11.1.4 Policy documents and legislation
- An Information Society for All (1999)
In this document, the Swedish government claims that Sweden is a leader in the area of IT. It
expresses the ambition to now share this achievement more generally.
- Criteria for 24/7Agencies in the Networked Public Administration (May, 2000)
Statskontoret stresses in this document that the full potential of 24/7 services can only be taken up by
the use of portals and associated integral solutions. This, however, necessitates a favourable
infrastructure (metadata, authenticity check, secure messaging etc.)
- Public Administration in the Service of Democracy – an Action Programme (July,2000)
IT is presented as being the most important tool of the development of (new) services. Services to
citizens and companies must as a matter of principle be made available on the Internet, based on the
idea that the arrival of the 24-hour economy requires access that is independent of place and time.
Citizens and companies must as far as possible be able to find and transmit information at a central
point (one stop idea), regardless of how that information is distributed over various services. The
information must furthermore always satisfy the individual applicant. All this is subject to the
government making an attempt to use the possibilities of IT to the full in order to extend the public
nature of and external control over the government.
- National IT Infrastructure Programme (November, 2000)
A five-year programme which provides for the development of a countrywide high capacity network.
The backbone network is being set up by Svenska Kraftnät (Swedish Grid) and is scheduled to be
operational by the end of 2002 at the latest. The state provides financial support for the continued
development of the network, both at local level (area networks) as well as to link local networks
(interurban networks). Over 92% of all local authorities receive such support – with only the largest
authorities being deemed capable of fully funding such investment.
- Managing Large Public IT Projects
214

Sweden has a separate ministerial post for ‘Democracy’, for example.
Ljunggren, 2001; ICA, 2001.
216
Interconnected government, 2002.
215
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In this report which in part builds on the recommendations made by the OECD/PUMA working
group217, Statkontoret outlines the failure of the ‘light touch’ approach of central government. As
public sector IT projects are becoming more complex, there is an increased risk of the centralised
Swedish system of government with the large degree of autonomy that is bestowed on independent
services, not (any longer) achieving satisfactory results. Statskontoret therefore argues in favour of a
change to a more sophisticated implementation of the existing compulsory general quality controls.
- Interconnected government (May, 2002)
In its most recent policy report Statskontoret presents its view on ‘interconnected government’ .
11.2

Preconditions for citizens and businesses

11.2.1 Internet penetration
Sweden probably has the highest Internet penetration worldwide. (Table 5). The Swedish market there
is gradually becoming saturated – during the period July-November, 2001, the number of Internet
users in Sweden actually dropped slightly218.
The broad Internet coverage is in part due to the Swedish government’s successful private PC projects.
As a result, in 2000 alone, a quarter of Swedish households bought a home PC219. The public-private
partnership in Stockholm for broadband provision is another such successful project, under which a
public organisation (Stokab) laid ducts and dark fibre throughout the entire city for subsequent hire at
market rates by third (private) parties.
In respect of Internet penetration on the part of companies, Sweden is slightly lagging behind Finland.
(Table 6). The figures provided by the OECD are actually somewhat dated. A more recent survey
reports a 94% penetration level where companies of more than 10 employees are concerned, and 100%
in the case of companies of more than 100 employees. 220.
11.2.2 Percentage of websites for government institutions
Practically every government institution is represented on the web, although there is a vast difference
in content and developmental status between the various services and levels of government.
11.2.3 Electronic signatures
At departmental level various electronic signatures are in operation, that of the tax authority
(SAMSET) being one of the most used. That same tax service is also entrusted by the government
with overall responsibility for handling the use of certificates within the public sector. A smart card is
in preparation for internal use within government by which the relevant certificates are produced for
the specific service to which the officer is connected.
A general electronic signature for citizens will initially be based on the existing initiatives in the
private sector (banks). According to Statskontoret “[a] rapid development of market-based solutions
for identification by means of electronic signatures is underway.” Here again it is the case that closer
co-ordination between the numerous autonomous services represents a (cumbersome) task.
Furthermore, the (privatised) Swedish postal service has in conjunction with a number of major banks
issued an electronic identity card, which is not yet widely used, however.
11.3

Service provision to citizens

11.3.1 Electronic service provision to citizens
In Sweden all local authorities were online in 2000. (Figure 9).
217

See http://www.oecd.org/puma/Risk/template
EOS/Gallup, 2002.
219
Ljunggren, 2001.
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ICA, 2001.
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11.3.2 Status of electronic service provision to citizens
In Sweden too the usual threefold information provision of interaction / transaction / integration is
used to measure the state of progress of electronic service provision. (cf: UK national study for a
critical assessment of that single direction approach). A handful of pilots (National Labour Board, tax
service, customs, Patent and Registration Office, Social Insurance Board) are currently at the last two
stages221.
Sweden is the only country not to have been included in the Accenture studies. For that reason, only a
comparative study is available on this issue (CGEY) in which Sweden shows the highest score, just
ahead of Finland. (Table 14). This success is largely attributable to the quick response on the part of
autonomous executive institutions by introducing advanced applications in various areas.
11.3.3 Use of electronic service provision by citizens
27% of the population have used public services (11% in 1998)222. Among the most visited are a
noticeable number of central government sites such as the Job Data Bank of the Labour Market Board
(AMS), the tax authority and the National Student Board.
The sites of central government and local authorities are visited with about equal frequency, while
those of regional districts are 4 to 6 times less visited. Visitor numbers to central government sites
have in recent times grown slightly more than those of local authorities223.
Along with the other Scandinavian countries Norway and Denmark, Sweden achieved the highest
score in an earlier survey (CGEY, June, 2001). The law of diminishing returns does apply to a certain
extent, but by comparison with fellow leaders Norway and Denmark – where visitor percentages even
dropped – relative growth in Sweden still increased slightly during the remainder of 2001. Sweden
therefore maintains its lead position among the group of reference countries. (Table 10).
No comparative figures are available on the actual uptake of electronic services by citizens. On the
supply side, CGEY (2001, 2002) measured the penetration of electronic services by determining the
state of advancement (information/interaction/transaction etc.) in respect of a chosen number of
standard services. Sweden achieves a high score in these studies. In 2001, it had one of the highest
scores (62%), though it nevertheless achieved above average growth (26%) and as a result came up
with the highest but one score in 2002 (79%).
A closer investigation has been carried out in view of citizens’ specific use of certain services (Table
50).
Table 50 Services for citizens
Birth Registration

Change of Address

Responsibility
Electronic Availability
Registration of a birth is the
responsibility of the tax
authority whose 116 tax offices
collect the data. The function
was taken over from the
Church in 1991.
www.rsv.se/english/
Tax Authority, 116 tax offices.
This administrative body took
the tax service over from the
Church in 1991 (!).

The Swedish Postal Service
operates a language
recognition system (by
NUANCE). Clients may
advise a change of address

Uptake

The system can process 1
million telephone calls per
week. The system
recognises 90% of names
and over 200,000 street

221

Ljunggren, 2001.
ICA, 2001.
223
Statskontoret, 2001.
222
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www.rsv.se/english/

New Vehicle Registration

National Road Traffic Registry

Income Tax

National Taxboard Sweden
(RSV)

11.4

by telephone when they
move house. The name is
recognised because of a
link with the electoral
database. The details are
automatically passed on to
the tax authority. The
service can also be used for
temporary address changes,
such as stopping the mail
during a holiday.
Yes, for manufacturers and
importers (file-transfer)
An extensive IVR system is
also in place to make the
register accessible for
scrutiny

names.

yes

Not known

About 1 million address
changes take place every
year.

Not known

Service provision to businesses

11.4.1 Status of electronic service provision to busineses
Here again Sweden achieves a very high score – in this context even above Ireland (Table 14).
11.4.2 Use of electronic service provision by businesses
A number of available services available to companies have been investigated to establish if they are
electronically available at present (Table 51)
Table 51 Services to businesses
Responsibility
Customs declaration

VAT declarations
New company
registration
e-Procurement

11.5

Electronically available
(readiness)
The Swedish Customs (RSV) Yes, CUSDEC based on edifactt

National Taxboard Sweden
The Patent and Registration
Office, Companies
Department
National Board of Trade

Not known
Via http://Kontakt-N.nu

Uptake (intensity)
85% of all customs
declarations are
electronically received
Just implemented

http://www.offentlig.kommers.se
see also http://www.nou.se/

Internal government functioning

11.5.1 Portal, product catalogue and e-Forms
www.sverigedirekt.se, the (multilingual) official government portal has been available in Sweden
since 1997. Sverigedirekt is a portal in the most literal sense of the word – the supply of information
on the site is limited, but it has an advanced search functionality to provide access to practically every
government site in Sweden.
The portal is a joint project of Riksdag, the supreme authority, the province (Federation of County
Councils) and local authorities (Association of Local Authorities). From the middle of 2000, it was
placed under the control of a special committee that reports directly to the Prime Minister’s Office.
Statskontoret recently argued in favour of having this function placed under its control.
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11.5.2 Electronic signatures
Statskontoret is of the opinion that a uniform (high) level of security for all public services is
undesirable for cost considerations. Entirely in line with the prevailing Swedish management culture,
it is considered preferable to leave any specific implementation to a separate service 224. In certain
instances shared standards are, however, required to ensure that the same information is handled at the
same level of security within each separate service. Thus the Swedish tax authority has proposed a
sectional security structure within which government service may opt for (one of two) lower levels of
security in the case of less important transactions.
11.5.3 Standardisation and open source
Apart from the above-mentioned (compulsory) standards in the area of security (electronic
signature/identification; safety of communication between services) Statskontoret is also endeavouring
to arrive at similar standards in the area of information transfer and labelling. It is difficult in the
Swedish context to arrive at generally binding standards. It is, however, worth mentioning that the
Central Government E-Forum has set up a consultative framework within which such matters are
discussed at executive level. Up to now though, the E-Forum appears to have provided no more than
an informal discussion platform with a view to consultation and agreement.
The Swedish government has no explicit policy in terms of open source software. In a number of
tender invitations Statskontoret has called on software suppliers to also use open source software
alongside the usual proprietary software.
11.5.4 Multi-channelling
In An Information Society for All specific reference is made to this item. Any service provision by the
government must be accessible via various channels, point of departure being the communication
profile of specific user groups (young people, older people, migrant foreigners etc.).
11.5.5 Basic information records
Separately for each service, though increasingly linked (e. g. Kontakt-N.nu, birth registration + change
of address).
11.5.6 Intranet
The eLink/SHS225-platform which is managed by Statskontoret (and was developed by Hewlett
Packard and Telia) constitutes the central infrastructure for the transmission of information between
government departments and of electronic services between government and citizens or companies
respectively. The system has the function of a gigantic middleware module between all separate
intranets of the organisations that are connected to SHS. Various types of application data can be
safely transmitted between departments by means of a dedicated exchange standard (eDoc) – which is
in turn based on a large number of open standards.226
11.6

e-Democracy

11.6.1 Public access to government information
In Sweden, the requirement of public availability of government information is well established in the
prevailing culture and (right of) common usage. The right of access to government information was
laid down in 1776 in the well-known Tryckfrihetsförordning, though it actually only covers official
documents. Internal papers are only deemed to constitute official documents once they have been
registered and recorded. In Sweden, central registration has been practised for some considerable time.
As a result, access to any official information is well developed, not just de jure but also de facto.
224

Interconnected Government, 2002.
Spridnings och HämtningSystem.
226
TCP/IP, HTTP, XML, LDAP (for yellow pages).
225
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11.6.2 Parliamentarians with a website
Two thirds (65%) of all Swedish parliamentarians maintain their personal website227. This places
Sweden in the middle range, alongside Japan (71%), Germany (66%), Australia (61%) and Canada
(58%).
7.3
e-Policy-making
Thanks to a separate ministry for democracy, participation in the decision-making process is well
established in the Swedish system. That ministry also maintains the ‘central e-Democracy portal’
http://www.demokratitorget.se. The site is central to the ministry’s implementation of the Time for
Democracy initiative. Organisations can use it to apply for funding of (development) projects in
respect of interactive policy-making and public participation. The website also provides an overview
of the latest news and best practices in the same field (www.xpin.nl/projects). The site furthermore
contains a large number of discussions/mailing lists and online polls as well as references to all the
political parties of Sweden.
The most heated online debates took place on the temporary online discussion site of the Swedish
Government Air Traffic Department, www.nyflygplats.net228. Among other items, the site provided
detailed background information on the various alternatives and gave all concerned parties an
opportunity to take up contact with the organisations in the relevant policy network.
The Association of Local Authorities set up an extensive project in the area of e-Democracy (E
democracy in Practise). Bollnäs is a much praised example of an active civic web with extensive
participation opportunities229. Among other items, the site provides access to any cabinet papers and
the possibility of following cabinet meetings online and to ask questions via email while the cabinet
meeting in still ongoing. (cf. Issy-les-Moulineaux230). In addition, the Bollnäs Dialogue application
offers citizens extensive opportunities for discussion and opinion-forming as well as interaction with
policy makers and politicians. E-democracy has now also become a Swedish export product. The
company Votia implements Internet based systems in order to give greater transparency to (local)
decision-making processes. The best known example of such a consultation system is the Radslag
(consultation) of the local council of Kalix231. Various other local and district councils also use similar
consultation systems232.
11.6.3 Access to legislation, regulations and policy information on the Internet
The government’s ‘Law Room’ , http://www.lagrummet.gov.se/ provides central access to all manner
of legislation (including minor laws and implementation orders). It is a very extensive site that also
has links to background information, such as motions, proposals, the composition of government
committees etc.
Furthermore, legal texts are available – against payment – on the commercially operated Rättsnätet233
site.

227

http://www.riksdagen.se/folkvald/ledamotr/bokstav/index_en.htm
The site closed down in January, 2001, after a decision by the Swedish government to call the whole project
off.
229 http://bollnas.se
230 http://www.issy.com/e-democracy/
231
http://www.votia.com/kalix_demo/
232
Karlskrona, Uppland Vässby, Skåne en Tranemo, inter alia.
228

233

http://www.notisum.se/
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Appendix II – Method
Basically, two methods are available for comparing a number of countries in respect of a certain policy
area. The first method has a strongly quantitative bias and compares the countries against a large
number of variables. As only variables can generally be constructed that merely cover the subject in
question (e-Government, in this instance)in part, many variables are necessary in order to still arrive at
a reasonably complete and reliable picture; the underlying thought being that the shortcomings and
bias contained in each individual variable average out over large numbers of them. In this way, the
surveys carried out by Accenture are based on a range of over 160 variables. It is an additional
advantage of such an extensive range of questions, that the lower scale levels of individual variables
(e.g. a yes/no score: whether a certain service is or is not available) can be transposed onto a higher
scale level for the final score aggregate (e. g. a continuous scale: the final score for country A is 83.4;
that of country B is 87.9). The considerable disadvantage of this method is the fact that the depth of
research is generally sacrificed to breadth. As no background information is available on the specific
circumstances in a certain country and because of the tendency to use quantitative material that is
available in relative abundance, there is a real danger of essential matters being overlooked or too
much weight being given to irrelevant aspects. In other words, something is being measured that only
partially compares with that about which statements are implied to be made.
The second method has a strongly qualitative bias. This is the traditional case study approach which
goes into depth for each country. The major advantage of this approach is the fact that a reasonably
reliable picture can be established of the situation prevailing in that country at a particular point in
time. The disadvantage of this method is that it is very time-consuming and that the results of such
case studies cannot easily be compared. After all, the issue was to highlight the particular aspects that
are specific to the country concerned.
In view of the extraordinarily rigorous preconditions of the present survey, a more quantitative
approach was adopted in the first instance. For that purpose, an inventory was initially made of the
available quantitative material, the availability of which appears to be quite limited in respect of the
present topic. This also raised the additional problem that even in the case of ‘hard and fast’ variables
(e. g. Internet penetration), figures from various sources sometimes revealed significant discrepancies.
In the second instance, the decision was therefore made to go into greater depth, wherever possible
based on the available quantitative material. In the overview chart (Table 10) the scores on these
variables are directly derived from the original figures234.
The remaining scores in the overview chart were supplied by the result of country surveys. All case
studies were carried out in compliance with a set pattern, as far as possible using unequivocal
dichotomous scales (e.g.: is a certain services available, yes or no)235.
The scores for the remaining variables are based on the joint assessments by the research team. Each
researcher individually, though based on the same source material provided by the case studies,
allocated scores per country and per variable. 236 Any distortion due to the unavoidable subjectivity of
researchers was filtered out in the final scores by collective discussion of values that showed a
significant standard discrepancy for as long as it took until sound agreement had been reached on the
final score. In the majority of cases, however, individually allocated scores practically agreed with
each other.
234

This concerns variables like ‘budget’, ‘Internet penetration by citizens’, ‘Internet penetration by companies’,
‘percentage of government websites’, ‘income tax’, ‘customs’ and ‘number of Parliamentarians with homepage’.
The scores regarding these items were derived from the original scores as follows: f(x) = c·x with {f(x) | -2,
1,0,1,2}.
235
The standard coding applied to this set of variables (‘electronic signature, ‘root CA’, ‘customer satisfaction’)
is as follows: no/not available = -1, yes/available +1. In some cases the following supplementary codings were
applied: partially = 0, available and of actual practical impact = +2.
236
These scores were allocated on the same five-Point scale as applied to the other two categories of variables.
Coding was carried out as follows: poor = -2, not good = -1, neutral = 0, not bad = +1, good = +2.
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In the overall approach adopted by this study, an attempt was made to take into consideration both the
depth and the breadth of the e-Government issue. Given the limited research budget and the short
period in which the survey was to be carried out, it made sense to restrict the number of countries
and/or topical aspects. Both numbers had actually been determined in advance. The approach was
therefore to economise both in terms of breadth as in depth. The total number of variables against
which scores were ultimately recorded is therefore too small to permit hard quantitative statements.
The average values of all variables (the final score) cannot be interpreted as an absolute figure. In
terms of numbers, a ranking order of countries may at most be given, with the reservation, however,
that discrepancies in positioning can only be relevant if mutual differences are also have a significant
bearing on the final scores. In other words, countries may be bundled in clusters (lead group, average
count, stragglers), within which a ranking order is, however, not easy to determine. In terms of depth,
the large number of countries to be surveyed left only a limited available survey capacity. In order to
substantiate the reliability of the survey, results derived from case studies, core issues (services to
citizens and services to companies) were studied more closely in parallel/in addition to the country
surveys as such.
A further improvement in quality and reliability of the survey results (both in terms of their internal
and external validity) is not really feasible within the present survey parameters. Regarding the area of
research, emphasis would have to be placed on he actual impact of the services offered by ‘electronic’
government. That reading is not or only marginally taken by the current survey. On the other hand, it
would be quite possible to make statements in respect of efficiency and effectiveness of both the
demand and supply side of electronic services. Where such readings are expressed in standard units
(money and/or time), the results are also easily comparable237. The structure of the investigation
deserves to be improved both from the point of view of efficiency and increased depth of the survey
results, preferably by working with local partners within each country, who are naturally best placed to
interpret the prevailing situation. Research carried out in the Netherlands could then concentrate on the
situation within the Netherlands itself, on further developing the survey, and on making the results of
all individual country studies comparable (standardisation etc.).

237

At Statistics Netherlands (CBS), the administrative load has for years been determined by assessing the
average time taken by a respondent to complete surveys (frequency x time pressure per survey) and to multiply
that figure by the income lost to that respondent (which can be derived from the level of productivity). Similarly,
on the supply side an idea of costing can be obtained by considering the average processing time per survey.
Furthermore, a cost saving on the demand side may lead to an cost increase on the supply side.
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Table 52 Overview of all Scores

2 Policy and e-Government Objectives
1.A
[1]
Spending at state (federal/national) level to promote
electronic government1.3
1.B
X21
Administration and organisational establishment
[2]
(justification and political responsibility, task
allocation)
1.C
X21
Formulated objectives regarding electronic
[2]
government and future development
1.E
121
Policy documents and relevant legislation regarding
[2]
‘electric communication’
1.G (7.B)
[2]
Government policy regarding public-private
partnership
3 Preconditions
readiness
A Citizens
4A
[3]
percentage of websites for government departments
2.1.A (7.C)
[4]
Internet penetration among households
2.1.B
Availability of electronic signature
2.1.B1
[5]
Is legislation in place (yes/no)?
2.1.B2
[6]
Is a root Certifications Authority in place (CA)?
readiness
B Businesses
2.2.A (7.C)
[7]
Internet penetration among businesses
2.2.C
[6]
Availability of single business identification (number)
4 Services to Citizens
intensity
3.1C (2.F)
Uptake of electronic services (per service)
3.1C1
[8]
Income tax
3.1C2
[2]
Vehicle registration
3.1C3
[2]
Change of address
3.1C4
[2]
Birth registration
impact
3.1D (2.G)
[9]
Measurement of citizens’ customer satisfaction
3.1E (2.E)
[2]
Quality of service (degree of integration)
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Singapore

Canada

Australia

Sweden

United States

United Kingdom

Japan

France

Finland

Germany

Netherlands

Description of Indicator

Coding

Indicator number

1.3

-0.6

-1.4

1.5

-2.0

1.2

-2.0

0.0

-1.6

-1.8

2.0

-1.0

0.5

0.7

1.3

1.8

1.7

1.0

0.0

1.0

1.7

2.0

1.5

1.0

0.3

0.3

1.0

1.3

1.0

0.5

1.5

2.0

2.0

1.3

1.0

2.0

0.5

1.0

1.3

1.5

0.5

1.5

2.0

0.0

-0.5

1.0

0.5

0.0

1.5

1.0

2.0

0.0

1.5

1.5

2.0

1.7
1.2

1.7
0.0

1.5
0.6

1.9
-0.6

1.6
-0.1

1.8
0.4

1.9
1.3

2.0
1.4

1.6
0.8

1.6
1.0

1.9
0.6

-1.0
-1.0

1.0
1.0

0.0
1.0

1.0
1.0

1.0
1.0

1.0
1.0

1.0
1.0

1.0
-1.0

1.0
1.0

1.0
1.0

1.0
1.0

1.5
-1.0

1.5
-1.0

1.8
1.0

1.2
-1.0

1.4
-1.0

1.2
-1.0

1.5
1.0

1.7
1.0

1.7
1.0

1.8
1.0

1.8

1.8
1.3
1.0
0.0

-0.9
-0.3
-1.3
-0.7

2.0
2.0
1.0
1.3

-0.6
0.3
-0.5
-0.8

-1.0
-1.6
-0.5
-1.0

-0.8
0.0
-0.3
-1.5

0.6
1.3
0.0
0.0

-1.0
1.0
1.0
0.5

1.8
0.7
0.0
0.0

0.5
1.0
0.0
-0.5

1.0
0.7
0.0
1.0

1.0
0.3

-1.0
-1.5

1.0
1.3

-1.0
0.5

-1.7

-1.0
-0.5

1.5
1.0

1.0
2.0

1.0
0.7

2.0
1.5

0.0
2.0

169

Report of Pillar E ICT benchmark: the state of affairs in e-Government

5 Services to Companies
intensity
3.2C (3.F)
Uptake of electronic services (per service)
[2]
VAT
3.2C1
3.2C2
[2]
(Start-up) Company registration
3.2C3
[10]
Customs
6A (7.A)
[2]
Electronic tenders
impact
3.2D (3.E)
[2]
Integration of Services (company desks etc.)
6 Government internal functions
readiness
4B (2.A)
[11]
Government portal, product catalogue, electronic
forms
4C (6.A)
[2]
Availability of policy to streamline basic registration
4D (6.B)
[21
Solutions chosen for security of transmission and for
[2]
identification/authentication (PKI on the part of
government)
4E (6.C)
[2]
Intranet between government departments
(connections)
4F (6.E)
[2]
Standardisation policy (data: EHD) and open source
intensity
4I (6.A)
[2]
Use of basic registrations
7 E-democracy (control, participation)
readiness
5A (4.A)
[2]
Policy on public access to government information
5B
[12]
Number of parliamentarians with own website
5C
[2]
Availability of policy on ICT in policy-making
5D
[2]
Opening up legislation and regulation on the Internet
5E
[2]
Opening up policy information on the Internet
Legends
Noticeably ahead of other countries
Noticeably behind other countries
[1]
[2]
[3]
[4]
[5]
[6]
[7]
[8]
[9]
[10]
[11]
[12]

-1.3
-0.3
1.7
-1.0

-0.5
-1.7
1.0
0.7

1.8
0.5
0.4
1.7

1.0
0.7
1.3
0.0

-1.5
-1.5
1.6
0.8

1.3
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f(x) = c·SPECIALFUNDSCAP + d·TOTALICTCAP
Average of individual scores by the team on a five-Point scale (cross-checked for STDEV). {–2 = poor; -1 = not good; 0 = neutral; +1 = reasonable; +2 = good}
f(x) = c·%PERCENTAGESERVICESONLINE (source: Accenture, 2002)
f(x) = C·AVRINTERNETPENETRATION (sources: Netratings, 2002; ComputerEconomics, 2001; EOS Gallop, 2001; TaylorNelsonSofres, 2001)
{–1 = not available; 0 = partially available (public or private); +1 = available}
{–1 = not available; +1 = available}
f(x) = c·INTERNETPENETRATIONCompanies(50-249) (sources: OECD, 2001; Empirica, 2001)
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f(X) = c·%PARLIAMENTARIANS WITH HOMEPAGE
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Comparison of Survey Results with other Quantitative Sources
One way of testing the external validity of the scores of Table 52 is to compare the averages of all
scores – the final scores per country – with the average scores of Table 1. There appears to be a quite
strong connection between the two readings. (Figure 17). This comparison may be deemed to mutually
support the survey results although this interpretation leaves open the question as to whether or not the
surveys on which the scores were based actually assessed what they implied to have assessed, i. e. the
current status of electronic government in the respective countries. (Table 1)
R2 = 0.6603
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Figure 17 Connection between Table 27 and Table 1
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Appendix III – Sources
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Belgium: Cap, Gemini, Ernst & Young
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Central IT Unit (July 2000). Information age government;t Benchmarking electronic service delivery.
London: Central IT Unit238
Dialogic (May 2001). E-government; de vraagkant aan bod. Utrecht: Dialogic
Dialogic (March 2002). Burgers aan het woord; oordelen en klachten over de elektronische overheid.
Utrecht: Dialogic
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A.K.A. Office of the e-Envoy (juli 2000). Information age government Benchmarking electronic service
delivery. (London) UK: Office of the e-Envoy.
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A.K.A.: Gartner/IMD (2001). E-government in the EU; an unlikely goldrush.
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IDA (January 2002). E-government newsletter. Singapore: IDA
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Appendix IV – Contact Persons
During the survey the following contact persons (in random order) supplied Dialogic, Zenc and
Argitek with expert information.
Name
André Proulx
Anthony Parkes
Antoine EGEA

Organisation
CCRA Government On-Line Project Business Process Development
Directorate (Canada)
ICC World Chambers Federation International Chamber of
Commerce (ICC)
Director General of Customs, Department of Statistics
Unit "Statistics and Information Systems" (France)

Antti Alhanko

patents and registry office (Finland)

Bente Ohlsson

PRV Bolag Customer Service Division (Zweden)

Charles Louis Kincannon

Census Bureau US

Charles Vincent

Institute for Citizen-Centred

David Roberts

Australian Customs Service e-Commerce

David Rose

Her Majesty’s Customs and Excise (HMCE) (UK)

Eeva Niemimaa

Tax Administration's Client Service (Finland)

Eric Henry

Inland Revenue Service (VS)

Esa Lindqvist

Tullihallitus – National Board of Customs (Finland)

Eunice Tan-Chang

Singstat Singapore

Henna Kaarimaa

Vehicle Administration (AKE) Service Secretary (Finland)

Jean-luc Gioanni

Programme Copernic (France)

John Growder

Australian Taxation Office

Joseph DiGregorio

National Office for the Information Economy Australia

Katherine Wallman

US Office of Management and Budget

Keith A Roberts

Office Of The e-Envoy ,Policy Assistant (UK)

Kevin Martin

HMCE (UK)

Kevin Pullen

National Office for the Information Economy Australia
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Kikuo Hayakawa

Employee of Techno-Scientific Consultancy in Japan

Lee Nee Chiat

Dy. head (GST) documentation branch for director-general of
customs & excise (Singapore)

Leo Geubbels

Tax Service (NL)

Lonneke Stempels

ICTU

Magayushi Toyu

NACCS Operations Organisation Brussels

Maria Olofsson

Ministry of Industry, Employment and Communications (Sweden)

Marie-Christine Berneron

Greffe du tribunal de commerce de Paris (Paris business register)
communication manager (France)

Marion McEwin

Abs.gov.au (Australia)

Marjet Thomas-Dekker

Techno-Scientifc Consultant in Singapore

Masayoshi Toku

NACCS Operations Organization (Japan)

Miss Corinne Lim

Deputy Head Management Services Unit (Singapore)

Nakagawa Masaaki

Ng Wei Kian

Advisor of Deputy Director General (Government Information
Sysytems) Administrative Management Bureau
Ministry of Public Management, Home Affairs, Posts and
Telecommnications (Japan)
Land Transport Authority Executive Assistant, Customer Relations
for Manager, Management Services Departmen
Vehicle & Transit Licensing Division (Singapore)

Olavi Köngäs

Ministry of Finance (Finland)

Paul Cheung

Singstat Singapore

Sonya Karo

ASIC – Product Team (Australia)

Timo Pekkarinen

Hallitusneuvos / Government Counsellor Ministry of Trade and
Industry Industries Department (Finland)

Tracy Smith

Inland Revenu, PA to Director E Services (UK)

Trevor Wyatt

HMCE (UK)

Ulf Åkerblom

Swedish Customs Head Office Customs Future Centre

Wim van Dijk

Tax Service (NL)

Wout van Wijngaarden

Techno-Scientific Consultant (Germany)

Art Daniels

Assistant Deputy Minister OPS Restructuring Secretariat Ontario
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Pamela Chay

Deputy director electronic services division government systems
IDA Singapore

Brain Stewart

General manager Policy & Directions NOIE
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Colofon
The ‘ICT-toets 2002 Pijler E’ survey was carried out by Dialogic innovation & interaction in
collaboration with Zenc and Argitek on behalf of the Ministry of Economic Affairs and the Ministry of
Home Affairs and Kingdom Relations.
Dialogic innovatie & interaction
Wilhelminapark 20
3581 ND UTRECHT
THE NETHERLANDS
tel: ++ 31 (0)30 215 05 80
fax: ++ 31 (0)30 215 05 95
www.dialogic.nl
Zenc
Koninginnegracht 21
2514 AB DEN HAAG
THE NETHERLANDS
tel: ++ 31 (0)70 362 69 44
www.zenc.nl

Argitek
Steupelstraat 50
3065 JE ROTTERDAM
THE NETHERLANDS
tel: ++31 (0)10 235 69 83
fax: ++ 31 (0)10 202 97 08
www.argitek.nl
Contact person:
drs Rens Vandeberg (Dialogic)
vandeberg@dialogic.nl
tel: ++ 31 (0)30 215 05 90

The ‘ICT in the Public Sector International Benchmark 2002’ survey may be quoted in your source
listing as follows:
Dialogic/ZenC/Argitek (2002). ICT in the Public SectorInternational Benchmark 2002. Utrecht (NL):
Dialogic
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